NNSNAIUNNRIE DD LaANIUNE:
AIUIUNTVHUN NN BLNBNI5FDEITTING
dMusutinAnwIunIINgIasmalulagsvuenasaulnauns

Ing
WNT GUNTINUAS

atuayuIvU sl
UG 1agnALEladsavNeRasaulnauns
U5a7U9UUSIUIU 2556



A Development of an e-Book:
English Writing Expressions for Business
Communication for the Students

at Rajamangala University of Technology Rattanakosin

by

Woraphorn Sunthornwatanasiri

Granted by
Rajamangala University of Technology Rattanakosin
Fiscal Year 2013



yipTwilazes el uag1efvesdn@nyd
wIngraemalulagsvaeasaulnduns uinsiiyy 3151357 eranadasiiisiulasenis
fodlannsalng NlANMUITY

sanasnulndunsiniandeassnuideainiau

[
L% v A VA v Y

gAsatl Idu3AnvIuTLarveveunnnly

YOUDUANUNTIN S NALLLAE T
ulsganadusels Usgdnl 2556 da
lanail

AN NN A
AT AT T T
-y —
M ————_ "%

- IINT AUNTIRIUAS
%) PLULLCETDIIN)) g (¢ ' Jece
PERBAUARAA A Aa1AL
e “{ ;




TELATINS: Inno 002/2556

FoiFae: msiavilsdodlannsetind: duaunsdounwdinguilonisdeasssio
dmsulindnwiumninerdemalulagsvunasaulnduns

Poiindde: nAns s qunsinmds

mituedilitnguirasdilewamndonsaeunilsdediaansednd: duaunnsg
Jeunwdanguiilonseansssnadmiutindnwuminedomealuladsuseadaulnduns
LA UM SITUTNADULUUNGNAIBENNGUALITNITNAFBUNDUKAL NAINITNARBIVIUN
wazngusegeililunmsinuadeiifunguiesauuuinas - ddlduntdnAnuniteranadas
ihsalasenslugiusnguneaesdiuay 31 au nvesdlefldlumsideussneuse donns
asunisdodiannsednd: duiuntsilisunimdinguiiienisdeansssiodmiutindnm
uminedewelidadsusradnulndunsuasiudeunuasAniiuvesindnuniitidensly
milsdodlannsefindfinmuniy mamsAnwiteusingdn densaeunilvdediannseiing:
duumadsunuinguiensdeasyanadmiuindnusmingdomaluladsvusaa
%muinﬁuw%ﬁlﬁﬁwm%u%wﬁzﬂa‘uéhsmfam 11 wnideu fe Uil 1: Invitations unil 2
Expressmg Thanks Un?i 3: Apolog|zmg ‘U‘VWI 4: Congratulations ‘U‘VW] 5: Condolences uv
7 6: Requests/lnqumes Uil 7: Orders uvil 8; Complaints ‘U‘I/Wl 9: Adjustments unil 10:
Application wazunil 11: Collection THANITUARDS isid 1) Uszdnsninvesntisde
dlaAnsotinduinfiu-88.68 /86.23  kanIa mﬁq?ﬁaaLaﬂmaﬁﬂéﬁﬁwmﬁuﬁmﬂizﬁwﬁquq
MnasiusEAvEa e s innsmaREUn saeunls el iilsgiu  80/80 2)  Azuuy
naAeUnouFEY Warvdsiiou Weingivieassmlddemsaoumisdediannsetind unnsing
fusgreilifdAymeanAnIssu 05 lpsazuutndaiounesndguynasigenitnzuuuney
Gou uay 3 nauvinaediaufisweladenmslidemsaouniiiiadiaansotndinaundu
lnesaulusgavinn

AdnAny: niladediaAnselind druiaunslisuniwdingy n1sdeansysng

E-mail address: woraphorn.s@rmutr.ac.th
FYLIATATINTG: AaAN 2555-TUengu 2556


mailto:woraphorn.s@rmutr.ac.th

Abstract

Code of project: Inno 002/2556

Project name: A Development of an e-Book: English Writing Expressions for Business
Communication for the Students at Rajamangala University of Technology
Rattanakosin

Researcher’s name: Asst. Prof. Woraphorn Sunthornwatanasiri (Ph.D.)

The purpose of this study was to develop an e-book: English Writing Expressions
for Business Communication for the Students at Rajamangala University of Technology
Rattanakosin. The study was undertaken through an experimental research by using the
one-group pretest-posttest design.. The purposive sampled group consisted of 31
students who volunteered to participate in this project. The research instruments
included an e-book: English Writing Expressions for Business Communication for the
Students at Rajamangala University of Technology Rattanakosin and a questionnaire on
students’ satisfaction with the developed e-book. The developed e-book contained
eleven units of the contents: Unit 1: Invitations, Unit 2: Expressing Thanks, Unit 3:
Apologizing, Unit 4: Congratulations, Unit 5: Condolences, Unit.6: Requests/Inquiries, Unit
7: Orders, Unit 8: Complaints,Unit 9: Adjustments, Unit 10: Application, and Unit 11:
Collection. The results were as follows: 1) the value of the effectiveness of the
developed e-Book was 88.68 /86.23,-which was higher than the set criteria of the value
of the effectiveness of 80/80, 2) the posttest score was significantly higher than the
pretest score at-the significant level of .05, and 3) the sampled-group expressed their

high level satisfaction with-the developed e-book.

Key words: e-Book, English Writing Expressions, Business Communication

E-mail address: woraphorn.s@rmutr.ac.th
Period of project: October 2012-September 2013
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dumesidaled lnelifosdmildensa

W = = ) o a v

nauiwunFomelulad  gudiamimiede nsadvins @WUl)  lalvianumvsngves
wilsdediaanselindidn et midevelenanstiaansetind Mo uauT0e1UK1UNNg
SuwesilaviseaunsniBlaansedndnnmidu o b dwsumivdevseenaisdiaansetind 4
rilanuvingsudsiemngninulas sgluguuuuniansananmwassninld lngiasesile
Slaanseling uwanlidanwuznisidueidennasskaraatsaasiunserunisdon ¢ Tulu
FinUsedriu wirzlidnvaeiiiey Ao dgaanuagsiniialunisAum  waggeuaunsnsnu
o Y} % D | A v V= Y] v A v o
wiou 9 fulalaelidesselvidndiedruriodeayn Wuheniuntisdeluresayan 9 T

Aroonpiboon (2013) laldmnuiinda wilsdediannseling azunnansanmilsdeids
Tuprswdnui  Teedldladinmsnwdnminaess wnusituliludnvasvosnisdouiuiy - &d
uwnsneiusEnIdidediaanseting Auntvdoanedunutndunfe n1sUfduius uay

Y Yy
v =

audunaindsensssuanansiutadlunlidediannselindusiaziay Visliuegiugnusvas
nsldanunazmsUduRusINNe Y vinsdeBlmpvsetindlanuaemileuniisdeny A &
v lﬂl 14 U ‘ﬂl U v A Y o Y I~ v 1 v v = I~4 v
wihunievendeyadig g Weafuntisde vakt 1 wihidveyaiduniing mudredieidumi
Fresurndevstiuniin aaddltmneglydmimoly nedunegndnzndulund
Aoy

ATITA L1188 A (2553) lana1al33n villsdediaansolnduinefieguiuuves
nsdnLiukasinausTegananrag vy emduderny fuetnmis amedaulm
wauidsdsng | —doyawmadiiiiuludnuas ey dude ngWitayaniseuaiuise
a P a a o P Yo o oy & = Y = P
Senateyadu g Nineadaslaviui Inefvatatiuesreluliiiieeniu vieeaazegluuiy
w9 fegslnanle, ndetannanniiiuterunldusdnusvieduay 15
Tornuvanedd (hypertext)bagmantagatiunuiudsduazainndoulniiie Misendd
= & A aa 3
doUsvaunsodanarsin (hypermedia)

luvhueadeniu  AANRE (Wikipedia,  2013)  lalinnunangman wilsde
daanselind 1991 wildedaavselindiudsiuiluzuuuuidneaniinnuenigudeiu
MNFTIUTENAUMELTENT AN YiF0Y19ER99879  LATEIUMIUADLNIADS  150LATD9LD

Blaanselindou 9



[ gj = 1 1 1 1 v A a a 4 ) « 9 =2

AatiudananandlaasUegege o i nilsdediaansednd w3e “e-book” nunedi
A a A cdo o X a v = ] v A a s A A A
dodlaanselindndnidulusuuuvunamevisdeuarerulagliinTosneuiimesviainiols
Blaanselindnng 9
2. yurfagIfuMsiaudansaaunlsdadiaansating

2.1 Fmunsvamiledediaanseiingd
a 4 ) v A aa a ¢a X o = aaa o

wwInNUAnNeurilsdeBidnnsaindiintunenas U aAa. 1940  (GAMde
ansmnIIEs, 2556) lagusinglumilgnginermans deunlaiinsiawilagiimalulad
AeuBnesiuTIwaununtivdedaiuteyaduniiunwdmisdedidnnsednd waztuily
Anintlsdenndiu nszviunsklasnmdudenusienisyin OCR (Optical Character

L. a ¢ o o A v v a
Recognition) lagltlusinsumsuiumesiaulasnnimnisdslmdutannuianunsawnly
Wanduldl n1sanevendeyatzitevenriuntuduiion  wasdszananasenuiluiivilde
wardennumenaufiames  Aeuvianseasdavasusuuuuluiluuiiudeyauny  visdal
AIEEAINAENTNEUNIuazInfuilduenars (Documents printing)  VilWsUluuves

v A ad a ¢ N = s A a
nusdodlaNNIaUNdgALTN 9 Janwazlduwenad1susvinyn doc .txt rtf way .pdf Iyla el
NSARLINIYY HTML (Hypertext Markup Language) 9a3asin4 9 399nasnuuuilazanueg
Tuguveaiules tneusinglusdasmihveniuled@ausendn "web page' Feuauisnldag
Y vy < ¢ 3 = sl
enansvaulameiuuIiwes (Web browser) @alulusunsuussgndfianunsouaning
oAU NN wazN1SUHFNNUSNIUTZUUIRTU BUMesLe deuledumesidalaisundny
feunndu vien-lulasvenn lindaenaisdidnansetndiioliduuzinluguiuy HTML
Help Tuun T3duvuvasiwaidu .CHV neififisufie Microsoft Reader wagnasantudl
USENHAnIUTUN AN IMETTINMIN T I lUsuASANnSEianIn TN EneNans
ddnnselindeanududnuasmleununisdemly. aanfle a@unsauvsndorny  unsn
A FamimisdeliniundusiennsveinGs uasiifeenditufe  wilsdedidnnsednd
X o P . v 2 fal A Yy oA )

wianll aunseasneaaelastenas (Hyperlink) Wdaivleaninertesdu 9 nnelunas
Aeuents Bntiadsaninsawnsnides aanedeulnaraee asliluvis@els Aaaudmmail
anunsovinlaluztisdenaly

2.2 ATuLAnsNsveWtsdedaansaling (e-Book) Autiiedaaly
mmLLmﬂﬁmﬂJawﬁfd?{aﬂy’aamUizLﬂmzagjﬁgﬂuwmmﬂﬁa%q NISHAALAY

N5l (e sed e3fia)2553) 194

2.2.1 wilddomlvldnseate wilded@nvsodnd Wldnszany

2.2.2 wilsderaluitommtasnTnUsgneussTun wilidedannseiing
anunsoasslinmmadeulmld

2.2.3 mildenluldiidussenou nivdedaanseiing awnsaldidos
Usznaula

2.2.4 wifsdovhluuflaiuugdldenn wildodiaansednd annsaudlonas
Ufuugedeya (Update) lddne
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2.2.5 wisdevhlvanysalluinies nisdediaansotind annsnadrega
Boules (Links) sanluidensefudoyaniouenls
2.2.6 nilsdemnlusuyunianangs nidediannsetind dunulunisnde
wiados Usenda
2.2.7 wilsdemluidnsinlunisdaiun midediaansetindlifidnsitn Tu
nsIARuN aansavidunlade lidida
2.2.8 widemdnsuanay nisdodaansoinddeswuselusunsurm
NNNTUNOADUNIADT
2.2.9 niisdeileuldesnnien vilidediaanseind uenaneuldudads
ansadsfian (Print) 16
2210 wisderlueuld 1 audevdudy wisdediaanselind 1 au
ansnerundoniuladiuiunn (esuladriudumesiin)
2211 wildelunamdun - Goddiud) widedaansodng wam
avmnldndiasdununlugusuuvedidoniames 1o Handy Drive wdo CD
2.2.12 wisdediaansefind Wuuinnssuidulinsfudwindey
2.3 aaAUsznauvaIlsdadaansating
nUlevi STKS e-Learning (Aroonpiboon, 2013) l@nanfsesrusenauassvisde
Siaanseiindly sreandendisil
231 onvsy (Text) #sedanan  Wuosrussnouvedusinsudaniive
mmmﬂwé’ﬂﬁuiumaaﬂLLUUL{‘JudawﬁmqmwM‘%aé’mé’ﬂwaiﬁmuwﬁwﬁmm%aaﬂsm
didueliomides amngTin e i Lwaiwm%Laaﬂﬁuauawﬁ]xﬂﬂww mslsnusadie
Suaniitunsdeasaraneluneuidiaes asiidnuaeiil
2,311 Aoaselidaien (feasunemnudfaiidesnisiiauediu
voudlovnazumnantilfiFons
2.3.1.2 madeulavdnusguutanmamunmsiufauiuslutasilie
msiBeslewilEmansguiuvatngemislugemilslussuuiesodeseiiuenansieyasmedu
visosauituiuliind lisnwagsdiuushdnys (Font) 1nsasmevsedaydnual (Symbol)
nsdenlduuusnuse. eSomunens edydnvel wazmsbidnullalvigesdusznaunmsdnns
psdUsEneufuAavigiaaiimnuinengay
23173 fwmpewanideviuiEd e euararmniunsfdaya
udnw GranlusunsuaansatimaRansiiidoyassniludiugos wdndenloadoya
[rdheiu madesnsAnudeyadeutadassnsaiinfseyadiusng o Midenlosiueld
nsderleaiiomannsansyin 1 3 Snvasdioty fo Snuasdunss dnuazan was
ANUUSNAUNAIUNAITA
2.3.1.4 a¥umandeulmisnuse eassauavlanoutiiauedeya



11

anunsavilanansds wu nsedeudiedunus nsvgu nsiueliiudugaane 1
fu JedAnyfe Amsfnwilnine1nnudenisiul wasarudlunisldnalianisiedeuln
Yo lilusunsuusiaz Jeliunza
A [ ¢ & A Ao o a | v yee

2.3.1.5 insemneuazdanual ludenansiddgylunsindeiugfin
TuuniFeulianiifeufduius nsUlausvisoesnwUUAAN YAl 13BLATBININEAITITAUNUS
fullomluunSeu aansavhanudilafuanumneLasdyanualing 9 1u lheg1e5insn
gnvszludnmilanddgdonisens nsienudle madiawenumue ineUsylevi

U Y a

uglseu

Ydusun avuyamas (2553) leinanliin dnvselivsyavsualunisde
Fomnuinsauazdaaulddluvasd sUam dydnvainm amedoulmuazidesoyinld
fitnuashasaumaldiety  Saafde u  Duedesdlefifinuannsdlunisusyan
Usvanudnuse dnydnwal aw e Hes pmdls wasawddvmidadnedu shlvdeya
PnasiinuAuazinianuiisdy

2.3.2 il (Still Image) Wuamnsiin 19y 21w Amene awanendy

wudt wwugiiildannmsaunglufelusunsureyfinmes  uazamiildannsauauain
WidaenasAeuen mwﬁié’mdwﬁazﬂszmamaaaﬂmﬂu@mmw (Pixel) WARZYAUUNINIL
gnunuldudiamaing. (Brightness) Ad, (Colon drumnuaziBenesninaziuegiu
FuuganaznavesganIn awnwsnzanlilvogfivuinvesnm nusegivunnuedlg
A msdafuawiidvuiedeyemnn vilinsdeyaldein @onad. aunsaudldlnenisan
wnadeya n1studadeyaslinsine q Mmelusunsulunsdaiuivdadeya (ranedeys)
reuflasifudeyaiiieUsyndmited lunsfivlid | (File) asiindldlunisdodianvsetind
wuvAeUsza uuald 3 e fe

2.3.2.1 lvldana GIF-(Graphic Interchange Format) TdutinUnuus
finstusatoganlwdlviinuantvdd Snsggdedeatios aunsevhiiuvosninlidy
fuwuulUl Gransparent) desldifunmmauarmwminu dsvuvianmauuune1uuay
oy 9 wendlUgiuandualussvudumeiiar (nterlace), Flusinsyaiiuayusuauan
Senglafiungalausniges. (Graphics- Browser) ns  flandinsadlauan1niuy
el (Gif Animation) andesveslilaUszinmife tandliidne256 4

2.5¢%2, 1‘1/\Iéaqa JPEG (Joint‘Photographic Experts Group) Dulnldas
ANdaBngumnsaunUaAde-gaduAe aluauudldns 24 Ua (16.7 d1ud) nsdus
Toyalndana JPEG anunsavi ivanesesu St Max, High, Medium wag Low n1sUnen
foyaunnazilviaudeyausduiifissiddeutianniianeanainnw  vilfseasiden
vdmely  Sssuumsuansmanuunetuuazeos q  wenelugiuonden  Slusunsy
atuayunsaiadudiuunn Bongldfunsfinusmiees (Graphics Browser) nndadaan
FUlnSlE gadosfevhliuassulusdlalaild

2.3.2.3 lldana PNG (Portable Network Graphics) 3aiiiufaanunse
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Tudussuuiasmuaanstulndniudeans 8 Un 24 Jn 64 Tn) dszuunisludn
wuv Deflate laiifnmsgauds uanswauuy (nterlace) 1i%andn GIF anunsavitulusdlals
anesAenimuaAIn sTulndligasvilinatluniseanglidaswulime  udvusves
Idazilnae ldaduayuiunsifinusiiees (Graphics Browser) Juimin Tsunsuatuayy
lumsasriidey

2.3.3 amiaasulun (Animation) LA ngaM#diALLANe N
wansFosoiesiuly mmuandsweuaza e oafiudunsideulmussds
i 9 lumedadortunmeuninidgu amiedoulmaziliannsniiausnunidutou
vieganliiesonisdilauazannsodundnunswasidunsiiaglinmiuadoudiluan
pudipamndeiumsaieameuniiuseunisiues  mauand  nisaunmlaeyili
amdounomevievilinmusngiulugiuuueing q fu dududeriasnulamilduiaiiide
TUsunsuatuayunisaianmadeulmilegnaslusunsumuninudesnisvedliuas
faufunmdulidana Gif TndUszand faualidin annsoviiuresnmliduiiuwuy
Wsdlald (Transparent) Senglafunsaiinusiawwes (Graphics Browsers) Nndia wsidu15e
wanaNalaies 256 &

2.3.4 Ava (Sound) \Thudetsiaiuasienudilaluiomldfuuagyiili

faaa a

ﬂauﬁaLmammmmwsﬁué’mmnﬁum’%mﬁ&mLLasI‘iJiLmimﬁfuawL?{&Jamaagj‘lugﬂmm
Heanues LdesduasenuTeuss mﬂﬁé’ﬁﬁaﬂuﬂaﬁﬁlﬁ8514@6{%1@&1’6&LLUaaé’cgmmLﬁmlvdﬁw
Wudyerandes—Analog mumm,ﬂ%iamu‘iwq WMUAATNIIOMNUTR  NTORLEEINI
Tulastrusodladuy ¢ Line=-in () fiwese (Port) nisadedldlaense Tnglideainu
lulasliu wesnnsadasninunmirdesagibildideiilnanmaseguiy Iddedinae
wuu laun 1Wéaqa WAV waz MIDI (Musical Instrument Digital Interface) lwa WAV 14
deoilumsiivugsun druld MO Juliddtestilumsaindsnues

2.3.5 anwantied (Video) nwinvimiiunimmiieuasigniivlusuves
finon  ildMsuzuandmInnaledeulmiignatniuanaeyiamesludnvuradie
AEunSSEED nndRsirlaansaseaensntase AUl avieivie avesiadiiding
30enuinrasiiedsn1s  Capture  ssutinvimidviiniuatnerinfandliinisdusn
Fryanan IR o maanmidedosmsuiisniananinuen  fuudedinituse
Foyalviflvundninefiaz iaussansaimiazaaiunslunsdiasgnuddsiinuninyes

aa o L4

AMWAIRNAEY FIRDIDIELAITAIRV AL UNITYNNTNNNAAIR NI IAVALLNUSEnauly
U aa a v a € 0 . A aa aa w6 s . . o
fafflifesegunsalddnfendneadanainse (Digital Video Card) nisvinulussuuy
Aulnad awdaviadargniiulilulndnssgaedle (AVI: Audio Video Interleave) 43 (MOV)
wagLduin (MPEG: Moving Pictures Experts Group) 93190 winviAilAnge 30 suse
a a v o Aa v ¢ v A ad a ¢ A ¢ a Vo
Juil derduvesnisganiaviad lundsdedidnnsetind Ae Trldvasnnasvunalvafsus
500 Alaluyt ¥Saunnia 10 wnglun Mbmdsailunisadilvandsnadldiiaiunn

2.3.6 nMasanlesdayawuuudunus (Interactive Links) mungfis N1l
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Aiadtideaunsadondeyaldmudesnslaglifsnus du vieam dmiuisnusiia
annsaileulesld awfufdnusiffunndaandnusidu q dulufesidnvazadefy
Juilerunimeunsudendnasuuluiiednlundeyafiiesnisudeasunidoya
dusfaRilAgUfduius (nteractive Multimedia) Lun1sdoasniunsufinnesitidnuase
msfomsluiniisaeams Ao neldmeussviedldroufimesuasnisiufduiug fldiden
leavgdeya gaw flades vidoganissiam Feguuuuvesnsiiujduiusenaeglusulagy
nilafasigludl
2.3.6.1 M3ldiay (Menu Driven) dnwaizfinuiiulsviluveanisldiuyde
msdaddusiade iligldanunsaidendmmsdoyaiifesnslinuiifesnisuazaula nsld
wyfnusznousewyvan (Main Menu) Sansidendnliden waziloludusasinde
ndnfazUszneudemygesiiivhiodulfiden visusnludaiomuiediuiu 1 wweviud
2.3.6.2 m3ldgnudeyalawasiife (Hypermedia Database) Wuguuuy
Ufduiusilvigldannsadenlumudunisitdeudddodeoradud  demnu  dowie
A ddduatasdenlssiusgludnwasmiioulownslasamnsnduniiuaznosnds
lomuAnuieansveely
2.3.7 msdaudayadafsiiie Wasmniinsiaundenisifounsaou
ponfwesuuUsaRtidedumsimuultvaedonauiu (Multimedia) wazimalulad
detfaRtifeiidiunn hlisubudedhdesiivdeyalusounn  Folédniusesd
YuInAIINNeTNrsossudeyalugiuuyinte  suam Jorinw- Uagtiuuudisen (CD-
ROM: Compact Disk-Read Only-Memory) kagunudia ( DVD ) lasunnudeuuninaiy
anunsanfiudeyalagenn Aaunsafivlogauitidoyady o Idnawhiidoanis Jananalé
FhsonnaziindudesnsdianidefivfTgduvunisdounisdey wonanideinliiFeu
anunsamumuassouslafaRle lunafssuazann
2:4-nszvaumIHanLaswaniisdedtaansating
TugnuasnssuunsnaRtasiaTEeswAmsatng T vl STKS e-Leaming
(Aroonpiboon, 2013) Inliseazioentl et
2.4.1 23AUTNAUAUITUULARTIAY
24,11 53UvgUnsaldunn (Input Device) 3zuuﬁmmmﬁﬁm§amﬂ
52UV Analog gszut-Digital Tagldensaursreniiasesidumnarsy wu n1sdunmsmenm
aaAeulniegUnstindedinle; naaanmisrapes ihiesatnuiued Sefunwianidy
wuunnalad wseaniidu. gunsaldndenan| MsBunpmeides nsades lulasliu wag
gUnsaldu Aduedn 1nd Fisen vTe FiAsex
2.4.1.2 syvumsUszananansdaiudadiife nsldvonviniitsyuy
dnudiniesnenfiumesvindiuyana ievladsaaadu (Workstation) wovvikasfisuuy
lulasveritulad THUFTRNsTumsuUasdyn mstudn madeunpsgiusasresuun
19U MPEG, AVI, Sound Processing
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=

2.4.1.3 szuugUnsaliening (Output Device) tioiToslostoyafilsiiu
gunsaluandifle 1dee viieledesiiudl 1wy veuansmauvudula senmiilnuandRsesdu
Msuansnnden nsiin Awedeulm ez wARvimiRTmNazBengs uazdidlng
wuuseUTirmeTianase
2.4.1.4 53uUM3aa (Production) nszuIUNMsERNLULLHMNS3EUS
(context creation) #egluguuvudony o des 3ale  leeldwersiuasiiieaiu
Authoring, Composer, Painting, Editing, Simulating \ioadeassdnaunaldudediun
Seu3
2.4.1.5 flown (Text) videdoya 11a1siussylude
2.4.2 asdusznuduyAaINsineasiunseenuuUAsNRmasiaRTiAe
2.4.2.1 {idsrmgyiundnansuasieniiuynainsiifanud uaxd
Uszaun1sainanusesnkuuLasNIsaMEnans  Tutamsimuadmneuasieng
voaidngns inguizasAiugumaudvesiou. veutneveudom Anssunisidouns
dou wanBundeiuisreadentivn maenauIimsinlazUssiiunavomdngas yana
nauiiasdudfiannsalimuinwuusin Sendwineinsyaeadundngns
2422 fidsrmaiunsaou duysansivmiilumsiaueidonivila
Jrmilnsemzdadudifirudwgiilssaunsmeitesdmudisslusunssoumsaey
wnfuegned  Husuidessludemnesdndannsadasduanuendie anudius
wazAureiioweniion Smeleisnsinaueiienvieisnsaeu. nseenuUULALNSA3
unFeu naenauiismsiauavdsadiunanmsFeusuesidounidusdned yananduiandy
fithevilimssenuuuunBsuiienuamesdsyavsamiiinaula
2.4.253 fdlmasgnuiemsiSsunisaou xevimiiiilunsesnuuy
war A uuzinUInYINIEIUAITI URENT R AL UVUNISULUTEN UM EN1TRBNILUY
LarMIIATEULUY | nMsesnitbuTmeseislov | msdeniasaimeliiisnus Wy
sUMSe N3N IWUATN Wil JUaIn & was 1d8s MsdnvhsenuiasdonisiSounisaeui
wteilviuviEaniamsiaasnu weziaulandsty
2.4.2.4 fi¥rviarnuldsunsunediiomes [uivhnusuaoufiunes
visoifidmimglusuhsunesiamesiliassunseunesinnesiasainsdetarilie
nszUIUMsHARARaRidefndIe o AugadUASIIAME URSTIRe silruAEaTes yaansd
sudulunsndnnuavihdeinsesas il aluldassulasdeinnsindedeas
fuilunguvhauitelinasussnmiarinananit nauatufing loun feenuuunsiin
Tusunsuwes feenuuunnusades faredaimi foonwuunmiadeulm Wudy
2.5 Tnssafrantlsdediarnsaiingd (e-Book Construction)
dnuvaglasianesilsdediannseding axlimunrdendafumilsdorhluifiusisne
nszew  wnardimnuuenssiiiulddneuifonssuaunssdn ULUU uasBnseny
WSED
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asulassaenluvesvidsdodiaansetind (lnmsd aiih, 2553) Usznause
« nii1Un (Front Cover)
« A111 (Introduction)
- @157y (Contents)
. AnszvRInIladounasui (Pages Contents)
« 91984 (Reference)
« 915t (Index)
« Unwiea (Back Cover)
yiun mneds Unsumthvemiidedeazegdiusn Wususonin
nifsdeiduiifoosls Tandufus
fth mnedls AuennanesiBeuiieaiisnud amnudlafentu
foyauazdossneing q vemmilsdeadiiy
a5y e fadeniGesddniiegneluduinusznoude
o¢lsths egiivihlaveamndsde amnsaibenledluguiisg 4 aeludals
anszvonmisdeusaznth wefls daulsznouddnlundazuii fusng
melududsenaume
- ynilsde (Page Number)
« oA (Texts)
« MnUsenau (Graphics) jpg, .cif, .bmp;-.png, .tiff
« L@89 (Sounds) .mp3,.wav, .midi
. mwmﬁaulm (Video Clips, flash) .mpeg, .wav, .avi
 qauienlen. (Links)
2.6 sUnvUTaWsdadiaansating
sunuwemtisdodiaansaind ansantsoontfibunae suwuudedu il
(Aroonpiboon,-2013)

2:6.1 UnvvvBIsdaB AN BlnAL NI YRS AUy auay N1
sUuuvimflumsilsssanuemiliiedioavsated ladalauaniidanimn 4 wuiiillee
wuseanidu

2.6:1.1 nilsdodtanmnsatnde1983 (Automated Reference Books)
ilsdodlaansotindsraddamaiirfetogsludnuayangait - (Random)  feuazAuvndi
fioamsnTTuLarEILaLILEHeN T SRR ARy usiehy il dednevselinds s
amnsagmangudeyateulalratifedmduivamine1nstagldaunsadunnie
Fonswumideiifogliiennn  luowaanilsdediaanseindussaniasiininudeuntas
ogsmnsiunnliievfudugunm  vieuinalunsussquesiudeya wasymaiidey
annsodumuasldvnnans uiidneuidesadiddunanssisdaey

2.6.1.2 vilsdeieudiaanselind (Automated Textbook Books)
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v A a a a s a o Y = v ] 1 1 o
wilsdeseudiaanselind  Tdnwauznmsdntedeyadiulvguuuauldaudisiu (Sequence)
ndufagiimssulleonimariuluSos 9 WAV Lagenasuunae U uadunrIeLden
Wdelminuaiuaulaves e vilvdsisoudiaanseiindazunnsisainniedeseds
duaanselindnseafigeuaziinnuaianianazlasuaiiuianniseiunidede wilde
diarvseiindsuuvuiazduduasurmtanuvemilidesoulagazvesanuianudilaliiiu
diseunseenlaglddeainvangviin

2.6.2 sUuuuvewmilsdediaAnsotind wlanuYeImnanIsdeans aunsauds
Y & A
sonlallu 2 Ussinn fe
2.6.2.1 nilsdediannselind Mlddainianisdearsmadeadunidsde

PR [y

dlaAnsetind Nfeuanunsasuasiaiigadesnusen wu Tdang viseldnilaudiiigaagdle

Y
2

sthamilavinty 1dun whdeSoudiannsedad (Text Books), nilsdediaansedng Nl
(Picture Books), nils@ediaanselind warea1w (Talking Books)

2.6.2.2 nilsdodiaanseiind fldvomanisdearsnatenis Wuniade
Slaamselind Meruaninsasutnamslivansdesne vy Mg Tiyils 1iileduianhae
Igun wilsdediarnseiinddeuszan (Multimedia Books) milsdediannseindsiuda (Poly
Media Books) nilsdediannseindlaiUasfiie (Hypermedia Books)

2.6.3. JUnuvvItisdediaavsotind WUIPUWTNT (Barker and Giller,

1992) anansauvteaniaitin 4 SULUU Ao

2.6.3.1 misdediaansednddmsuifiuenansdrday (Archival) aedfiiu
foyavnasvunalnglugdiuutesgiutoya Bleenglisutansmunsoldanuldvanvans
sUuuY shaghamisderssand Idud ensmnsilngides (Grolier Encyclopedia) ansynsy

"t

&

v ad

Hamiinuaaunsiu (Compton' s Multimedia Encyclopedia)

2.6.3:2 vilsdasiaAnsalind 11913813A79813 (Information) aildnug
MuisfuvidosiaansebndgUnuuesn  IiTAsIsAum AU LUUsn  uasdl
dnwauzemizifianh | dewdiusiuidesedendesomiideeiam:  fedhady
vilsdolSsunniigranseansnasavudnsen  mideniedemasiua | (Nimbus  Music
Catalogue)

2:6.3,3 wilsdediannsedndiionisasy (nstructional) 1uwiede
Slaansedndfisransn miaziiuselasosnannlunistienenainuiaudungile
afuayuNsSEuILaENTaUSY) HEsudzlasuauzwasvisnua UMt lunisiseurewmy
nifsdodiannseind UssanluNausgiimeUssdituasssgndnusuuuuniadouivous
azau sgimniiauelyimnzaufugiBouusiasau fediliun wildodlaansodndiiing
poNUUUVtIedmMIUABNRImESiugTUNISaUTH (Computer - Based Training)

2.6.3.4 wilidediaansedinduuudamany (Interrogational) niade
5Laﬂmsaﬁﬂﬁgﬂquﬁﬁﬁ;mjwmaLﬁamﬁmaau doutoy wazUsediunananssy laeinain

AnunliannsAnwiidenineates  vilsdediaanselinduuussmanuazlsenauiiy 3
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S o o A v o

ANWULNEIAY AD SUIAITHIAIDINVSOLUUENTIA UOEDU anuyaeNISUSEIUNARAYSEUY

o

Adongy axlimsiengsinaildanmadou Tnmsudstulazfiansanliszduiivanzaniu
ANUANNTOVDEL LU
2.6.4 JUuvvemisdediaansoind ulimuviavestoyarnarsuaziaies

S1nEANUEYAIN @mnsaluteentallu 10 Ussian fe

2.6.6.1 nilsdoiioudlaanseding (Text Books) Tuszuzusnazdidnuwazidu
Gunsaillassahadusdnes (Text) desnaefidnuvaridutadfifouniulnelinuauds
veslaiUasinnglunisiiaue

2.6.0.2 wilvdediaavsetindnmil (Static Picture Books) axUsenauly
e mimans 9 vilnTindu Mnusaznmagiaunmiuansstulusunnzaves
U

2.6.4.3 wilsdodiapnsedndnimindeuln (Moving Picture Books) §
Tassadsnnadeulmdu 4 (Animation Clips) wien1wiale (Motion Video Segment)
e dDIRE 1T

2.6.0.4 vilsdodiaansafindvatgniw (Talking Books) agiianwugiluy
domusenoumussens ielidesensuiuesu

2.6.45 nilsdediannsafinddeUsyan (Multimedia Books) 1unissau
Fesnemsdeasaewnmseinn i e il siEnas  Wunsrusisnes
andlanazamadeulmunsadlithetumalassad wuuidunsy dendnasadeaveonuily
sUvesdeien liun sumiménvsedsson

2.6.4.6 viiadediaansedng s2ude (Poly Media Books) fidnuaiznsaiu
Tufunisdodiaanselinddeusea naldmssrudeiiuansiaiu leud @hsen 91uusdmén
n3zAy \aTeteneufines Uazdl | iedvteyainanslusely

2.6.4.7 wisdodaaniatindletuosiiie (Hypermedia Books) 2zl
Snunzedeiundedlaansefinddeysyay Ao Tdnnsdearsnasdeane uivzilasiadng
Duwuvuwedides Tnefilassadnsuulaussm

2.6.4.8 wilsdodiarmsadndfBeatnay (ntelligent Electronic Books) il
nsusTRnatalayliien 1 iSUUE:JjL%‘EJ’J“IIWiUU (Expert System) ilagszuutA3ndeuszam
(Neural  Networks) - asannsnsilifiSauinrsisousigslszgndlidnfunginssuaes
AioundazAundmNuLARaeY

2.6.0.9 wilsAoBaavSednddendlng (Telemedia Electronic Books)
Fasenfonsdeansmislnadislumstinenesiont Wy nsdsumsaenluszuumanaume
sudnsdadenumdud  aaensuluninennslunsaeumslng Wy Tuvesayn
fvia

2.6.4.10 nilsdediaanseiindlaiuaida (Cyberbook Books) ldnailavas
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AwRsaaiion (Virual Reality) lunsasisanumsaidaeiielvgisousdnmioulsidly
aglulszaun1saiase
2.7 Wsunsuidewldains e-Book
lyysd i3 (2553) Telanuiudy Tsunsuiifionldasne e-Book fegmanelusunsy
uifesldiusnnlutiagiuldun
1) Wsunsuya Flip Aloum
2) 1Usun3s DeskTop Author
3) TUsunsu Flash Album Deluxe
Tnefigplusunsuris 3 adosfnsaiusunsudmiusiu e-Book fe faviuudrule
enanshils Usenaume
1) Wsunsuyn Flip Album saeume FlipViewer
2) Wsunsuyn DeskTop Author fagufia DNL Reader
3) WUsunsuyn Flash Album Deluxe #181uf® Flash Player
Tuwihweadeniu uada esuiiyad (2551)  lana1311msasne e-book Aasende
TWsunsuamy uasdndudosfadelusunsudmsuuansaaiiondt Reader w30 Brower fsil

Wasuwun TUsunsuasag TUSHNTULEAINA

.pdf Acrobat Professional, PDF Creator Acrobat Reader

.opf FlipAlbum, FlipPublisher FlipViewer
http.//www.flipalbum:.com

dnl Desktop Author DWBReader, DNLReader
http://www.desktopauthor.com/

swf Flash Flip Book Flash Player

http://page-flip.com/order.ntm

3. Uselevil uazdednnuesnuidediannsaing
3.1 Us¢lavivesnisdediannsaing
nilsRedlapysafindtuiselominageu Tngineazdeningasy fotoluid

(@nanwal naautin,,2553; e<leaming,2010)

3.1.1 68’381151’;1&%‘&mmmaaé’auﬂé’uLﬁammuwﬁsumﬂl@iLG&'J’fLa] LazaENLNse
FonSouldnunaiiazaauiasuesazain

3.1.2 NMSPeUAUDS TN WosAstmasliady A wazides vinls
Aaanufiudusazldidonte

3.1.3 PrelinsiFouiusedns nnuazUssansua Tuszansnmlundiianan
anAlddne aussnmfiosnisuazmNaaNIIvesyana s AvENaluLIvlEBouuTTq
AamINY

3.1.4 \ilesnmaidaguisyuunmsiiendulasmaideules fiFouniereu

Y
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anunsadeniSeuhideiiaulatelanoufls uavanunsadeundulunduunluenansviendusn
Gudufigaisusiilu (Home Page)

3.1.5 anunsanansiedana amils nmadoulm wosdedldndoniy vie
wdenliuanuiiesedislnegrandedls

3.1.6 MmsdaiAuteyaazatnsadafvlnduenszuineddnus amis
amadeulmuazides Tagldiindlidfugudsm  udiGenunldsmiulilaemadoules
Foyaandesins o flegauaziidnsetu

3.1.7 anansaufudsu udly Waudndeyaldine azmnuazsanda sl
anusausuUssunSeuliiuadedumanisallduegned

3.1.8 mIasauazmsianilssngininsyaeuazannsauiuiaey udly
dufudoyaldasanuagsing shliaansausuusaionluunZeulituatodumenisal
[ERIGERN

3.1.9 fi3suaunsadumdeyaiiisadesiuBesifds@nmannuituenans
visonsdeiduduldiidenlysodldedislididnimlan (Gnd, 2500:127) ivausigeldiand
( Mouse ) wazman (Click) Tuludumisdionam (Link ) Mienila wazlusunsa Browser flazyh
i Weulosteyavioiommanuansualiieuldlusud

3.1.10 annsavidiunldagaren fedudlusUienansuasdiunaduusiy
FRseuvsednwadlueninfan

3.4.11 evaaligSoududivimue damAsuasimuridu Logical e
misldnoutuirSosneufiuned fiFeusgsoni egrsiituney suidov waslimguanoaunis
HumsiindnwazddeNrviugiFeu

3.1.12 dFeuannsaysannismieunisaeuliivsiig q Whdeiuldesng
Aeudloauasdientumng

3113 Agfloaan s asouArai i vesisouiiazauldunnty

3.1.14 AsdinaAnuic e uagiaumINasTaowLedliIN Ty

311,15 WIRAWINIIYINS

3.2 dginnnvewmiisdssiannsaing
dmsutesauouikdediannsolng Norsanlis fnsitle-tlearming, 2010)

32 1'iBsursiesivinugnislinetiiames Masinotns uenanddlaFeu
o

3.2.2 niiAedlanvTatinAlasA B v entiAenty Weazsuselusunsy
Browser #i79 9 fu envuanRal UM fu Wy Teanulusziuderfukansung
sUMUY uardvasiadnuslimilouty vetidusnanareonuuulusunsy Browser il
wansnawmilouniedsiuegnels wliudlusunsy Browser Weaiufmaiumsizdldaiunse
fvusdden (Option) ldwandnafy  vidoldmeufnmesifanuaziBeanihaegs fay
ansauansgunmldfaaularasnuniiaeuiamesfifaennauazLdenm
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3.2.3 A wesssuuinietneinadenisid dadenise e
3.2.4 mnuannsalunmssniluanimuandouiialy anuaiansolunisnam
Awasalunseuiideadianeufinmesseliyn (Boot) uazlvaslusunsu Browser 1
1nauNazAITiFe NIy
3.2.5 magunasavesden dednlululewedifind waslawesiifie 3
Trafon1sSeuIHaTNITUTTRINGUITAIAYRINITISEY
3.2.6 Yaann e se WM sdeazasulunniy dardmanszmulusu
e 9 AalainaasuiTeuiisuiuiuey
3.2.7 amgnlumsiesgiuazeonuuuiilen dwiunsaswiouaniua
donmlingdenseuuarninfouinielfinaliladiofiide ssuuedotns wozmelulad
mansiine WieliiSeuaninsoussg Inquszasdldnudesns
4. Anwiifeafulusunsu Adobe Captivate
TUswnsy Adobe Captivate (Thaiware  Communication Co.Ltd., 2013) WHu
TWsunsufitheasadetaddifedns 9 awisanaunanuinnislussuy E-leaming léise
sUuuumshawildnuiteadiefu Power Point anansaldaisdesiadfifiefiusznausie
e 1des nerfinuaznmedeulin wioa) interaction WmeuseuuunageUaINvay
sUMUY dwdung 01918 dndnw videTilusuasd S asUiane el @l egaed
(2013) l¢fszyin Adobe  Captivate iulusunsuiilddmiuadadonisFounsaou videde
nstausluguiuy. Interactive Multimedia wmmsaaswaauawLmsﬂ,wmﬂwmmﬂLLUU
i msSumi e AR s U nsassfotiauaaindeyarig 1
fomnu wagagUniw mssuuuadey Tnedethiausiignatsuain s Umeundse
N9Ay E-Learning s asvvusailaduuduimesidn
dusulenuadlusinsi Adobe Captivate (Kkuis 48’s Blog, 2013) loiin
(1) dldlidnlusesdinnugungy vinveywinunisliesuluswnsusenisasng
fadtiroun Gasidulusunsumldande
2) mmm‘v‘hmm?ﬂmmﬁﬁ'ﬂﬁdm annsauntuusiavduld ludesinisudly
Fovn uenanAugs ansnsauTbausazasltiugesmnyanliluniends fedena
ganguatnan
(3) AERBYA3: TUsunsu-Adobe Captivate JulUsinsifianunsaanadenis
aoufliadlounss  yhlvdsusdnvileuousgluvoudo - usnanddailligFouatunsa
Gousliisy nlede ussielBunsieliUlddSowdududnans esanngBSouannsa
Muuananiey sveznanseu nslseeuluiosdoualoulaluetied
(@ msaaduyu sulssana desmnmsidndeninlusunsuiiaduemuidnmilou
Wrteadauatauazanunsathlulddnldoenslidiadailfanalddelunseusulfiiues
o

A
(5) msatuayunsihunudulysunsuduy lngaunsawdasing deweenluldau



21

ufulusunsuaulEvuT Macromedia Flash, Director %30 Authorware 1§ visoenatiluly
uonlnedaseilauiu

(6) PwanIsalumsEILUUNAgey Beltannsaaiauuunageuls wazananse
Usziumzuuulalaglidasldninuimudeulusunsy

AuALFBINNSYRITTUUAMSURARIIUSLNTL Adobe Captivate vhy (@30 e/,
2013) il

(1) seuudURnIs Windows XP #58 Windows 7

(2) @ty M3z Intel Pentium 4 Fuly

(3) wawAud1 RAM litlesnin 512 MB

(@) Wudlensana ladtioundn 15 GB

(5) NM3$AReTiTeITUNTLARINABENNTBE 800X600 pixels

(6) Wsunsuduustaimes 1w Internet Explorer 6 Tl

(7) WUsunsu Adobe Flash Player 7

(8) TUsunsu Macromedia Shockwave Player

va o dblil

INAMENYELarAINAINISavadlUsunsy Adobe Captivate 14U {3d834ld

U 1 v v Y
TUswnsudlunswaiudenisaaudmansadndlunisiag Al
5. N15WIUSEANSNINVBIUINNTTUNITEIIUNISHDU
5.1 WIANISUNISISEUNSaaURADaL ]S
% a %3 A‘ = adqa U =)
winnTsunsiBeunIsaey (wnauaian, 2553) vnedis 3Bnsinnisseumsaen
wsedenssvunsaaulul o NN dua MinlinaanlasUsEanSa eSS e U Saau
garunifnlidnisnvsedetusslaunannisingAnfuau iy s onnkUasUTuUe
aal A Al AL S v v < o ] A A Al o A Y] = P
FBsvivedenumagldiar vieuisnsvsedenttlanaainnauisauyas viseldinusulag
laisnndasfneinduuinnssunisiSounisasuruiu (@tnnueuenssunIsN1sUsEauAne
WA, 2534:-39)
A & A I aa ) = & A a ~ va v
nneRnauladn3snsInnIseuMsARl vIedeN SIS BUNSdeUTIAT lnARAY

wazasrauldiuduuinnssunisiseunisasunsalil IR INTRU WAz frae1esa iUl

1-A159RANSEIIUNISAOURARAUTULY T TulSaSgUVB ST kiINY
ANdnsUlssHUY AT INITARNITL S8 UNSERUNARP LT LT DU RN ST

2. m3vamsiseunisdeunfnAutuiu JuatiredigAnuasinuldud,
wsiltlalanainszannadoutas e o ludesuse widlsaull dunedouuas

1 494'/ o = yd” o 1 e 1 [~4 % a

SEUUneY Bed iy Jlanuyuazthumanesttlug Aferluuinnssunisiseunisaeuly
YUzl

3. MIIRNSISsUNSERUNANYUIVY Wws1ziadanunisallvanidiulsenau
A q saduduszuulmiy vieddddul o WiuwdeunuiumnuAnnagimLIMsISeuNs
gouned  uazAguewiuIAWiAntUlnituastelinsinnsiseuntsaeuussanat e
#99N15
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4. madamadunisaouiifedul mszafmianeinnldiarlildng
wWu  fuivslsaSeulidiusie  devnidefimawAsuduimslsadeuvderduimslsadou
WaswimruaRllumafiatduayy asfaunsnduunfsiudusmasoddlmils

5. mﬁ@maﬁ&umaaau%gﬁm%u% HumrwAesiueie 9 Hunisdn
Juanmsduagindnnadounisaou Mquinadouiuastssaunsnl  Guuuansde
Aanssumseunisaeulni wazdiumeaedd (Judu

5.2 Usslanvesuinnssunisiseunisaou
dtinuANENIIINIMIUsTauAnEIwian@ (2534: 44 - 45) lananis

Y Yy
v [y

MsTLUNUssvveIninnssunsieunIsdend enadwuntivanedssian  NeliTuetiu
AFAIMUNUTEAN  LALA
1. uunaaliuselemilaenss wUadu 2 Usuan A wimnssunisiseu
nsaeudmiuag wazdmiuiniSeuy
2. UNIUSNEzIBIaNssY AUay 2 Usuan Ao uinnssunisiseu
A5AUUTELAMINATAISEOU LazUsLnNED
3. SuunmugaiuvenIanssy uwiadu 3 Uszm fie uinnssumsseu
ASEDUTLLUNANAR MUVNARANSEUIUNIT WAL UUNHANAALALINATANTEUIUNIT
2e13l5An1u I35 UnUSTLNNURIUTRNTTUNSISBUNNSaaY MU laledne
ALAINADNITANAL WAL VTDASIHUIANTTY  LAA NITTIBUNAIUA NYUEVDILIRNTTU
1 I~ % I
wuadu 2 Useian-lawn
1. Ussnnmedindsnsvsenanssy Wy unuivanys nsaeudunaey
MsARULUUANENISITIY  MsSuwiienusey; | nlsdeulagldiides mslSeuany
anuaase | msfinyianiduseuens | gUwuumsiindinesnsvhoungy nisaeu
ANUANTIVEONNIETTAULNQUNE.. 8
2. UsnvdesmsiSeunmsaeu W uniSewdusagy yanasaeu yadeusvay
Aa o ¢ I3 a | i a 9 v a & 1
ovirad alanUsenaurdes weulUsdala 1y mas lueu uniseuildasuiimestiedau
WS BUIUS BN NUBLIRNSSHANSISsuMsAsuaaN U uUsEtwATAn151S eu
N1SADULATADNITIRYUNITADUMINAI ALUNNSLASIAIIUFLAINUNITANAULIANTTY Lol
Tumuiudmlidnagazasuinnssunisseunisaeudsanilan inatasviouinnssuns
Foun1saaulTelanAenasisountsasuinii Tudunaunsuasiasmslvluiedseutiu d1u
TngsududesdatagldTuiissesUseny  wszuianssumsissunsaaulseinninaila
F3n1s3ndudealideni1siSeunisadandseno Ul vazdeiuuInnssuNI1SISsUNISaaU
Usznndanisisounisasundadtunldussnavinailnisasumiuiu
5.3 HANNISNANTUABUUIRNTTULN LY
~ ° ) Aa v & A Aa Y ) = ~
nsnavihuinnssunAnAuuvsenilaguainidlunsimuinisseunisaeud
o =) o dgl o o = 1 a
PANNITNAITUT 99l ENTNIIUANEATIUNITAISUSEONANWLAIYR, 2534: 45)
1. assnulgmfnesnsunly niewmun
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2. fianuindetie wasanudululdlunsudtamuieRmunu fedlna
N1SVAABI NBY USONANNITTBITY
3. anunsathlUlgluaniunisalasla
4. ivangniduduineenaaedltluanmumaaiasuds weanansaunUamla
5.4 NTLUIUNTARAUWIANTIUNN TS EUNTARY
MsuanuianTsIndsunsaeudoso deiiugunaguinaioud  vigud
nsdou  wannisaeu  nawide  wisdsraunisallumsihaudundndsds nande 4
ndnnsTldEBdld msuasnuianemniu 1 gndes wangaunundnin Undefion
gzansaliiauInumsteunsaaulivufonadls waruenanaziinguiiazrannismse
namsiTesesiundt msuasmuianssadesddunsduddudunrouiinenausuaimii
fimsnaaedduazuivussdaunnses Saeriilliuinnssuifinaunin
s IAnsTuMsSsunEaeuREnIE UL TITElut Sl A mun
NIZUIUNITANAUUTINTTUNITTIUNITHOU Uszﬂauﬁaa%umauﬁﬁﬁm 4 u el
uit 1: Anwvdnms uuadn nguffieates Tutuiifuiuneud
soiflesnmlnneidamuagmaaiagitann  wdenfingldmautymuassyyaig
vesilymlddauud asdosinumannisaey nanudds wnfn nuima o Aferdeadu

|
v =

Wigimuietuduiiugulunsasiiansadfansaiann nuatulfoded
UsyAviEua \u fdesnsuiulamadugrivisnisSeuadaeansidosnisulanddam du
U6 asflazdosfnwandnnig uuafa ieafunisaetamamaniuaslanddomadamans 7
figAnuAunikagnnaedbinds dmndundndwdslunisasisuinnssunsaeundinaans
AunsuAlangUeyin
mavhiguiidemiliuinnssaiagadnauiisugndasumdnisims Wedold uay
HnwaliunnagansaiainadssanmaaseAlayglgmaesinsoulagie
Suil 2: Aadunazatsusuadtsuianse deuflwasisuinnssuviath
winnssula 9 @ald Snludestimstauazasun Waeuaaminlunansd lidazdunisin
uinnssuiipeldiinarannnsumnidiusuvsenshudanssuiagldiuuniioswndiy
A ndudin | iematiuisnssuluefniasldudatumlilml  viomsAndiau
assuinnsauius bt velielimsliviansadisanssinuussar ingussasd
fnals Tunsfnuas Tdluadnannesy. arsmilafedeiolid
1 dnguszasavasuinnisy  dasawiegiiuinnssuinld azdes
vuainquavasdlidaaudn einnlirieasasiuioiannuyle uasfesnislitain
nad 590879l
2. vinmauazuAnfiduiiugiuvesuianssu Aasauinnssy
wiosaidlasordevdnmanaziuifning  AldAnwlifuiugu dudfivuianssuiiiey

wauldazdewmsunannsiidunugiuvesuinnssutuieiielidfiunislagnses wu
nansaeudanilaldl ASIETNLIIUIN NRRINGTEULERS
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90.92 uag 80 Fwds fAadsievazivinfiu 96.67 aganinunasi 80/80 egnadlidAama
afATiszsu 01

dusa  nasnan (2556) lavihnisfinwuazimunisdedidnnsednd ngu
ansemauinsuordniasinelulad Bes Sumedidn dmivinGutudseufinu i 5
Tss3swheglnfinerny fadiineuuatufinsfnudsesfiow e 42 Taeidenuiy
drunilaveminensFeuii 2 Besszuuaiets uaznguiedislsinanisnsduediedineg
shemsduaanmiaiFeud 1 T nsdnw 2552 sy 2 ves insesdledildlunide léun
vifsdodidnnsednd nquanszmsiFoudnsnuendnuaselulad 5es Bumedidn dwy
TiFsutuisoninu®d 5 uwulsaiuauamaowddoddnnioindn  wuuneasuin
nadugvEnInsisuioulFEuLAsMAUToU WazuuUdanuAaiuyesniFoudsl
soniisdedidnmsafinds inanisfnwnudt (1) Yssdvsnmvomilsdediinvsedind ndu
asgnaFeuimanuodnuasmalulad Ses Sumeside dmiuinGeuduieninuti 5
flasatuiissaninm 81.67/84.89 Fudulumunnsifidiualy 80/80 (2) vinFeudu
fsondnudi 5 Adousemides.annseinds inadunvimenisFounduTouganiieu
e (3) dniseuleuAniiudensigumeviidedianuselnd- aglusyaufuin

8.2 nasAdglissUszinmiaaiunsimuidenisaeuniidesiannseting

dnsunuideiiiisadesfunsiathaenisaoudlannsedndlusisuszine

ansnsavBusnunalnedeine Nl

Fen (Liu 1983 1811-A = 1412-A) livhmsiduiagaiunaslineuiumesdie
aoudmiuinBeunBeiviandnuiumSounufiunestasdeuilbiinGousinuidam
¥Rty dremumuunBeuiideusdatuieusoy wastholmaneaitugilunisFouldin
Hneuilllfisiununiseureuiamesvauaeussadiddynaens

Andw (Cookson, 2004:10) IAdnwidmannislungsiiousimunzaudmsu
AioundesmsldmalulagintaelinisBeu waskuvaaoensg Ingldudnnisisousan
mMsUfURase nMsiivfduiugnisesfie sUuuuvtelassasisiazmaseusiluneyana

Tasenadouwartamad) (Koroghlanian and Klein, 2005: 23-46) ladnen
Aendumsiiendss nmedeulm-uazasldfonauutiglunsSounisaenindine,
Fananinmsdnwinuin msliides waznmiedeuln WinafsonsSeudustiamnn uazd
fitlgvnedumssemaneifannanGousléisiu

Jad (Wilson, 2004: 20-55) lAnwiAeafumsinresiimesintelunsGous
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TnefnnfrnuianvesinGeuiifideunGeutiogluz Online 1iotheaannsfnufsna
willumsadsuniZounesfimestasaoulihadlanndedu wioukdlfuumdunmsiaun
unGsuneuRmeitsaoudmiudiniiioliannsaGeuslditude

51018 (Rabeea, 2012) IéihmsAnyizes mslidensdouduuudeuszanly
msaeumudangulussuumsanuimdsiaululssnadiauaswuinnslddemsisous
wuvdeuszaudananiinafeiiid dgpenzuunvesiSoulasnuinngunnassveuie
m3FeuinnslidensdousuuudeUssanannnivisiouluuAnegisunn

TaaLs%n (Tabar and Khodareza, 2013) l¢vnsAnwnanislddedsyause
MsiFeuiidwmiveadifourndviuideuavsnguiunvidiisssmassfuney
sydunanuarsrdunanuarnudt  msliAeUszauduiinadsed 3 sulunaiFoudsdw
pg 1ty d Ay N1sana

V58 WiBUMmLA1aneng kazdassy (Baturay, Daloglu and Yildirim, 2012)
yhnsAnwiesnisiinawisedennsBeuddmsunumuliensallasendeunuy
fadtiie wasnuhSouaynaulumsiddenisiieuifnanuagldtinuinsiuanadd
FiusesruunsiFoudiinauntutneiy

BU151 uazn3U (Ybarra and Green, 2013) ld@nwiAeafunsiiresiinmestas
aouduinsesiletivaeud miunsaeuntwisngwimsulieulaeiinsesinanisinuide
fe 9 Renfumslironfiamestasmou (CA) lunisasuntunssnguitsludiuinugnisy
MsiaAMALMge L uaznIndou Beldnadsuin Aouiumaitisaeuldviss Ay
avaanlunisisauilunainvanegduuy  wagasuwIwesamnsnulltlunsYisasurisey
nndsnqulusutonmdnidunsdusagmadsusiuieiunsitauinusifetusd
LaznsHANNTNYgNSYA. BEalan - asEdynIsRemsEnin A menfinmeslilyddiay
thanlimaunudienisgeuiifilssdvsam  reufianestubuiionaiosilesianiiiazaay
idRunsaavlavangnsun Ao suldianvinegnu smery

foa o

NI NALeINkeNa107 AziulaEden sAudaanTonduns auntlede

Va o =

dwaansetindarginsathunlaivelasunisiensvasisenuentiizeuls  dide3eaulan

Y
o [ 1

g visdodmansotind:  duunITleummSnguiionIsadansgsnadmsutnAnw
wnIngrdemalulagsavadnasaulnduns  iedsslevtlunsiauiaiuaiuisalunis
Tin1wgenguian1s@pansnisssnakAtnAnwIum Ingafamalulagsvuanasnulnduns
maly
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ATANTEUNISIVY

Tumsiawmidsdediaansetnd: diunsleun1wsinguiten1sdealsssne

v v =

dnsutn@nwuminendewmelulagssmeasaulnduns asell Ifeladiunsmutuneu
&
i

>e

1. sz d8uisnsive

2. UsenIuasnausiiegia

3. 1p3esilefldlun1sive

4. pswawnedesdiefldlunsiae

5. M3AIUNINARDILEMAUTIUTINTDYE

6. adAmllunTIiAsSiTeYa
1. s218uisn15998

MINRUNTNEDDIaANTINNE: éhmuﬂ13L%sunwwﬁé’aﬂquﬁaﬂWﬁaaW'ﬁqiﬁa
dmsuthAnwuminedowalulasuaasaulndund - aSeldasnsiuiunisludnuay
Y9INTITeTMAaes (Experimental Research) Tagldhuuununisnaaeiuunguiieg

NALLAEWINNTNAFDUNBULAENAFBUNAINITNARDWIUA  (One-Group  Pretest-Posttest
Design) {5UuUUAIA1519% 1

M99 1 HUULHUNIS AR IMUUNGUHI8E NAGIAYY 1IN 1TNRdDUNOULALNARE UNRA

N1SNAABIVIUA
NAADUNDULTIY N15NAABY NAFOUNR NS 8U
T X T
= P vy v A a At v/AnA A A v 1
Weo WX ) AMSLYADNISAAUNL A e AN O RNAL AR L LA NNAI LT
N R AZLUUADUND U T
= v a
T, ) ASUUUADUNE IS
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2. Ysgansuasnguaiagig

U =€

Usemnslunsfnuadsd 1iun dhinuuminedomaluladsusaasaulnduns

nausoeililunisinuaded Wusoghauuuianzas Fldun dnfnwuminede
waluladsvuseaimlnduniiormalinatiulasimsidolugusngunaaesdiuon - 31
AU
3. 1n3asilefldlun1side

woaflefldlumsfnuiteadsiiusgnoude

3.1 demsapuntiadodiaansednd: durumadvuntwdanguiienisieasgana
dsuinAnvuminedomeluladsmeeadrulnduns  AfideRautuanmsiesed
HovmuazuuymamsthiausinnmsBinmsasIUNUTILN T /Asaumaiiisates way
14lUsunsu Adobe Activate Waudunisdediaevseing

3.2 wuApUNuATwAMTuTBsinAnwTifidontdediaansedaddinmuty
4. maanazadiellunsade

Tunsimunaiesdionlilumeassaded Mdelddniunmsmnuduneu il

4.1 Aemsaeuniisdesiaanseding: ﬁwmumiﬁuauamﬂé’aﬂqwlﬁamsﬁaaﬁqiﬁa
dmsuinfnvaminedomaluladseasmilndunslanautulagldiusunsy Adobe
Activate ﬁﬂﬁ

.11 Anwenarsuazsiineadastudnoaunisideunvdinguions
foansg3na wagdeSIENEAIMMWISINguIlienIsADasgIARluNANgRTUMSTINe ARy
UI33307 InnInenaemalulagsyenasnulnduns

412 /findenilowmnendstagsisiisadesisiunazutaioniiu
11 uniden fell

Unit 1: Invitations

Unit 2: Expressing Thanks

Unit 3: Apologizing

Unit 4: Congratulations

Unit.5; Condolences

Unit 6=Reguests/inquiries

Unit 7: Orders

Unit 8: Complaints

Unit 9: Adjustments

Unit 10: Application

Unit 11: Collection
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4.1.3  daviledniusaazunimeulasliulenzduiun IR suNgAy

'
=

Tuunieuiu  Tnedaduundes (Script) wavesnuuuaneiuedn (Story Board) @
Uszneumeidomitdudnunmadeuazuuuiindauuudenneu 4 duden unaz 10 1o
LAINTIVEBUANUWIINE AN wazUTuUTuAlY

0.1.4 a¥19uuUNAFEY Pretest uay Posttest fiasaunguitiovluunizouly
donsaoumiladediaansetind v 10 unieu nefidnnuteaouiomn 30 1o

4.1.5 dnadrsdenmsaouifsdodiaanseiing: dnaunsdeuntwsinguile
mMsdeasgsiadmiuinAnwumingdemeluladnumseadmilndunidsUsznoude
oy uazulEindumumuLagEinUFUR (il and Practice)

416 thiensasuniadediannseindiairaadandlunaasslddy
o1enasins 1 auilbilinguneaes udmansannanislilusunsuuasUiuusaudleliansnse
gonaNtUsknsulannuniteu LagansagaunduinunInuniseulannm

0.1.7 ihdenmsaeuntdedaansetinddlivinmauiusmedsd 1 wdilld
naaeafueanasins 10, auibilingunnasailenageunisvinnuvesdensasuniiide
Siemsoind i dulunailddmualivielal Fawudn Wannsuvhauldund

4.1.8 AMUAAIUTEANSNINYDIUNFIUAUNUNUINTFIU 80/80

4.2 wuUABUNNANAATIuYBINANVAaBIEdeden saeunlidediannseindd
fiaundu Sadusuuasununuuisvanai (Rating Scale) Tnefideldwuiuns fail

4.2.1 Anwilenansuagauideiieateiuniswaundenisasuniade
dlaAnsetiadiagfin by uUSELEUU M e UABNNILABIYIVABUYRY 731531 UAD
als (2548)

4.2.2 #n®13501383 18U UAUR NN VTNdRTEL T8 UITN15I9E N
deauA1ans: wuInedn1sURUR. (§Iua Asanuiud, 2548: 101-130)

4.2.3 | as1gduvde v uuNIngduysranadasaz torn1uUatenla
TudwineveiliuasuanailoasvaInNUARTLLAETe laua LY

104 Whuutgevanuiiaiaadendalinaseddfuotaaing 1 auilly
naumaaesionsasaeuardTlafsdudenluderniulunuumeton udninauiulss
wAle

8.2.5 Hinae Wuvuaeunfuagiilaldngimpnssduou 40 au tileyen
audesiu (Reliabitity)“ TnglisduUszavisuoan) .84 =Cronbach (Cronbach’s Alpha
Coefficient)  Gvnnmahuutaeugidifnsesidfngr Usngiuuuasuamadiien
FuuszAvduoah (Alpha) winfu 92
5. MIAduMINAaIKasNUIIUTINTIYA

5.1 Aemsaouviisiediannseding: drununsideunudinguiiion1sdeansssia
dsuiinAnwaminedomelularuseanmilndunitsznoufeidomuuuiindu
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yuyuLagEnUFUR (Drill and Practice) $1uau 11 unizeu ldsunsveaaesiaglng
naaeuUUNAaeUneudoy Wotudl 21 Amnau 2556

5.2 ndmsnaseuneuiouidslfuevdensaeuniivdodiaansednd: dwouns
Jounwdsnguiiionsdeansgsiad miutindnwsminerdomeluladsvssna
Saulndunsfimutudussgluwiy 0 wioudegionislélindunasesdunu 31 audl
pranadasdislasmsiulfidunavsanu 1 Weulretuasingussasdlvimmuindens
aountidodlarnseindynilfoonuuuiudeliidoulslflunsGeusduaumadeou
myinguiionisieansgsiameauedagausanuuuniSousasSeudldlao 3o
disguunSeuluusiasunuasyhuuEindavineun dsluusiasdomaudu fiFouaunsaney
W 3 adt waraunsadounduniuuuiindedlvild wanideiFouauluudazunuagii
wUURnaua iduinnanzuuunsseuluiuduinnan1sisey

5.3 lvingumaassurutufinaansieuandstngide Tuiuil 18 fusnou 2556 uas
Tufustinaduldlinguvanonihuuunedeundadou idongumnassiuuunaaoumds
Souasaudiidelduanuuuasuamnnufimeladedonsaounisdodiannsetindd
faudunningumnaesfiolingunasemauiuuaauniadnauasiviudondumaaesld
POULUUADUNLTWE

5.4 thwafildainnisiuuudnieszuinsiieusinnislddenisasuniede
Siaansedind AvmurTuuazhuuaaeunduioulyiiaszindseaniainves
donnsaeuntisdediannseting tazthwaildinmmeaovdeudoy  wazndaseuly
AT ANATILANAN IV BIARABDIATLLUUYBINGNNARBIANNITYN  Pretest  Lag
Posttest laglalusunsn SPSSPC for Windows 1143%@@ Paired Dependent Sample Test

5.5 ihdeyaiildnuuydevanldiianemnainyaniiuvesnduveaesiiiede
nsaoundsdodiannienndfneauIy

Y Yy
Y

MalIUuA UM IR TUNISUARILAZIN UTIUsMDRYE d11n98 d3U Tuguwaunin
16 fadd
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NAFDUNDULS U

l AATIEAIAIAIULANFANUD
ANRAYANNNITVILUUNAADU

donsasuntla@ediannsadng
DU YULATAIS Y

1 A
MULUURNARTENINREU |
WATILIMUTZANTNINVOIED
l nsaaunilsdedaansetind
v el P
NAFOUNAILTEU
VUUUEDURMANUAATY | o AnzimAmeuAaLiu

AMA 1 TURBUNIINARDILAZNNTIAT I T0UA

Y

a

6. ananldlun1siaszvideya
Aadeliiinsimsgivegamelusunaudisazy SPSS for Windows (Statistical
Package for Social Sciences for Windows) Taalsisnifiunis ol
NMIMAMNINYBILUUNAROURR LSS LLALYAISE Ua¥MINAMAMYDIUUUABUN
6.1 MIMNMAENI MU (Discrimination) (WAITE Hiiai, 2547: 16) 1o
sFdunamnuiidney dell
1) A5 39AHLLYDMN AL TEMEA D UL FUAL MU INUIN

Tuymiles
2) uBengugalarngun (Nada50%)
3) ludereuusiazde dudouauneugalunauguazAgss wdunud
asluans
ro= H AL VER H-L
Ni=- 130 N N/2
r QIR AU ILUN
H QIR Srunualungugaiineugn
RR Srunuavlungusnfineugn

Ni vi50 N vinneds uuanlungugwiseduuaulungue



40

A1 r Aldlanisiiaegsendne +.2 89 +1.00

6.2 MIAIANeN (Difficulty) WRede g, 2547: 17) laanfiunis
lneldgns feil

ang P = R
Y SN
N
P PUNYD ANPINNYIN
R AR UIUAUTIYITadaUgN
PUED FUIUAUNINADUIINUA

63  mImAPuies  (Reliability)  veswuvasunuauianelada iy
P 1 I Vaal = a 1
wuvgeuaNATuiesduUssanualalgisnisuesaseulin - (Cronbach)  %3elseni

7

mMImAduUsEansLean (O - Coefficient) AldsiauUawuwnaNgns KR-20 atlgnsn1smen
duUszavsueai (Wasde i, 2547: 16) desil

2 s?
O =2 K y Ut
k-1 Js?
ge O h) AN IR IUED VAL
k fa FTIUTBANNY
2 5S> Ao AULYTUTIUYBIATUUUTINAIRUU

2S? Al WaTiver Nk UTUTILYRIRL LG aYT D
6.4 AnsieinUsranBA TN BB AN TABUMITE oBLaANSOTNETIN LT UL N U]

nsUsEiuUsy A awuSanssanisaou 19aan e

6.8 A3pYay

6.4.2 el

6.03 Ussansnmuesdensaounidesiannsedeandiinas  80/80  @qle
funavUseanaamuesAnIsaouAoDIanNs oI NdTITRILAYA (et gnd, 2547
23) §eil

6.0.3. 1"ANFAIUIUMIYTZANTAIMNUDINTZ VAU T (E1)

E, ¥ Zeoinaka 150
NxA
d{l = a a
G E 0 UsEANTAMUBINTLUIUNIS
2 X, fo ALLUUTILVBILUURNTIAUT ananssuluums e
= =3 =% U & a =
A B ALLUULPUTINYBILUUE NTRsananssuluunSau
N Ao uugiSeu
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6.4.3.2 NMSAUIUNUTLANTAINVDINAANS (E2)

E, =
We  E A
z X5 ﬁa
B R
N A

2 X, x 100

NxB

UsEaNSNNUBINaaNS
AZLUUTINAINNTILUUNAFDU
ATWUULALTINVBILUUNAFDUNIS UL
UL

65  AATIBNVIAIAIIUUANAINYDNALRRLVDIALLUUVDINGUNAGBIIINNTI
Pretest Wway Posttest annsld@onisaeunildediaansetindlasglalusinsuy SPSSPC for
Windows Iugﬂmm Paired Dependent Sample Test Iug‘ULL‘UU t-dependent test %ﬂﬁqm

Fail (@3ua AsNuwY, 2548: 232)

Lﬁa d
Hd
Sq

Sd

= d—pd s df

n-1

=

Vo

R ANANNLANASYBIRILUSUABYE
Ao AwWRAYRY d
A9 a U UNIIn 51140 d

n2d = (Xad)?
n(n-1)

6.6 AAzipuAATUTeINgUnaaesiilidenislidemsaeumisdediaanselindlay

mAnRRskazdTEAUNINASTIN-(S.D.) UazihUananuleaLnamnIswUanuing 5

AU 69t (Yeyusl ASa¥em, 2535: 100)

Aady
4.51 -5.00
3.51 -.4.50
2.51 =350
1.51 =250

1.00 - 1.50

SEeUAMAIAALTIL
WiuAI8e1989
LAURAELIN

@ [
LAUAEUIUNAN
e
e aeTian
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k74

NANISILASITAYDYA

Y

lunmsiiaseideyaannismaaeslidensasunidediannseling: dwaunsidou
mmaaﬂqmwamﬁaam3ﬁiﬂammuuﬂﬂﬂ‘mwnmmaaLwﬂiuiaaswszimﬂaimuiﬂaum Bl
it Tuadall fifoiaunisiinnesideoyamudy di

1. §rudulumsiauonansiinngidons

2. HANTIATIENTRYA

1. drdutulumaisuenanisinneitoya

ToyAMNNANITLUUNAGBUNBUSEY  WUUNAARUVAISEY  Luudufinnsseu  was
wwugeuny  ssldnnsvnasslddensaeumiviediaanseindfilaianty  fundudesng
31 Ayt dewanysaiaansmisndesgidelusunsudniagy SPSSPC for Windows 14
wagiiteiauonantsinsyidesa dal

poufl 1 menusEanBaimuesdensaouvidsdedianmsefindmuincusi 80/80

AOUT 2 MFUATIZIIANAYLLANAITBIA A AL LLUYEINFLNARDIINATLULEBY
rowFeu wazndsSeuainnislifonsaeuniidodiaanseind

naufl 3 MANiFmLAuIBIaENeasiinemslddentsdeuridedanvseting



a ¢ v
2. HaN13ILAINSNUDLA

ARUN 1 MINUsEaANSNMWYasEansaauillsEadaAnsalindm N 80/80
AN 2 MINUSLANENNUBIE DN SADUNL IE 9D aANTTNAMILLNG 80/80

avui WUUEnTim (AeuauAndulesidud) ATLLULEBU
Y99 wifl il il unil undl owl il il il unil undl vidaiSeu
HiSeu 1 2 3 4 5 6 7 8 9 10 11 (30 Azkuw)
1 90 100 90 100 90 80 80 90 90 100 90 30
2 90 80 100 90 90 80 80 90 90 90 80 30
3 90 80 90 80 80 80 80 90 80 100 80 24
4 90 80 80 90 90 90 80 90 90 90 80 30
5 90 100 90 80 80 80 80 100 100 80 80 30
6 100 90 100 100 100 90 80 80 90 90 80 25
8 80 80 90 90 80 90 80 90 80 80 90 28
9 80 90 90 80 80 90 90 90 80 80 80 24
10 90 90 100 90 80 80 90 90 90 90 80 30
11 90 80 90 80 100 80 80 90 80 80 80 23
12 100 90 100 80 90 100 90 80 100 80 80 29
13 80 100 80 80 80 80 100 90 100 80 80 27
14 80 100 80 80 80 a0 =h00 90 80 80 80 26
15 80 80 100 100 90 80 90 100 90 80 100 16
16 80 90 90 90 80 80 80 100 ool 110G 80 22
17 90 90 100 80 100 90 80 90 80 100 100 27
18 100 ~ 100 100 90 80 80 90 80 100 90 80 24
19 90 80 90 90 90 90 90 90 80 80 80 25
20 90 80 ' 100 90 80 80 90 100 90 80 100 26
21 100 . 100 00N TOUN .I00 80 90 90 100 ,~100 100 26
22 80 90, 100 90 80 90 90 90 90 100 90 28
23 80 80 80 80 90 80 90 80 80 80 80 20
24 90 80 90 80 80 90 / 1100 90.. 4100 90 90 20
25 100 100 1060 90 90 90—-1.00 90. 100 100 100 29
26 80 80 90 80 90 80 80 80 90 80 100 29
27 90 90 90 100 80 90 80 80 100 90 80 23

N
oo

90 100 100 80 90 80 90 100 100 90 90 22
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A wuUEine (AzsuuAnduesidud) AT
VN ‘UVI‘ﬁI ‘UVI‘ﬁI 'U‘Vlﬁ 'U‘Vlﬁl ‘UVﬁ?i ‘U‘Vlﬁl ‘U‘Vlﬂl ‘U‘Vﬁ?i ‘U‘Vﬁ?i ‘U‘Vﬁ?]l ‘U‘1/|‘17‘]I ﬁa‘U‘Vié’ﬂ
HiSeu 1 2 3 4 5 6 7 8 9 10 11 &8 (30
AZLUL)
29 100 80 100 90 90 ~ 80 100 80 80 90 100 29
30 100 90 100 100 100 90 90 100 80 100 100 29
31 100 9 9 80 80 .9 9 8 8 100 80 22
59 2790 2760 2890 2730 2700 2630 2720 2770 2780 2770 2700 802
39 30240
AU
Ei= ﬂ x 100 = 88.68
31X1100
E,= _802 100 = 86.23
31X 30
1NANT197 2 uanadn naumeapsviLuEnvialudenisaeunilsdediarmseladlinzuu
navAndudoray 8868 uavldnzuutaeundasoulpsndvinluiovay  86.23  atu

UsganSnmuvesdanisaaunidediannsotiadniddelafiamnty Jausednsam winiu 88.68

/86.23
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Aot 2 mﬁmﬁzﬁmvﬂhmmLmnshwmﬂ'wLaﬁﬂﬂzLLuuwaandumﬂaaemnﬂztmu
dounoudeu wazuasdeunnnsiddenisaeuntsdodiaanseiingd
A1579d 3 ﬂ’]'imm,a?iasuaaﬂzt,l,uuaauriauﬁ'auuawé’qL%'&Jusuaanajmmaaqmﬂmﬂ%’%amiaau
nisdedlannsoling

dduiveatiFeu ATLULADUABUISY (30) AZLULAD UMY (30)
1 14 30
2 10 30
3 11 24
4 9 30
5 15 30
6 9 25
7 12 28
8 8 24
9 12 30
10 12 23
11 16 29
12 10 27
13 15 26
14 11 16
15 17 22
16 P 27
17 14 24
18 16 25
19 14 26
20 15 26
21 11 28
22 o 20
23 16 20
24 6 29

17 29

N
()]
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AN ENARED! AzLULADUADUISYY (30) AZLUUABUNAIIEY (30)
26 16 29

27 12 23

28 15 22

29 16 29

30 17 29

31 10 22

FLRde 12.97 25.87

AT 3 LRI AZLULRAEAINNITABUNBULSEULATUTIUYDINGUVIAABIIN
nsldden sasumisdediannsotindwiniu 1297 way 2587 AUAWU  NASLUULAL 30
AYWUY

AT 4 NSLUSHUTIEUAY UUANGNUBIA TR S AZILUABUN DS BUMAYVIA S S UYINAUVIARBIRN
nslddensaeuniidediaansoling

AU 4 : N .
, MUY AANULVYILUU Sig.
WANANNUDY o ]
4 unfne NINIFIUY t (2-tailed)
ATLUULRAY
AU
ALY U-NDY 12.90 el 4915 14.617 .000
SeU

v 1

INATTND: 4 LANTY AZLUUABUNDULIIU LAgVaUIT YUY DIARUNAABIIINNTT IYERNT
dounilsdodianyaslnduansenuegilited Ay MINanANsEau 05 lauAzluldounaaIau
VDINFUNADIENNITAL L UUADUN UL
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fIUN 3 N1 Lﬂi’]zﬂﬂ?’]ﬂﬂﬂLﬁuﬂJa\iﬂquWﬂaaﬁwﬁJﬁaﬂqiiqfaaﬂqﬁﬁauwuﬁﬁaaLaﬂmiauﬂﬁ

M990 5 Aede dnndenuuinnsgiu agszauanuAniiuveIngunnassiidnensiddenis
aounilsdediaAnsetndNinuuy

do  doAdy Ands  SD sz
AUAALIAY
1 unSsuinmsesnwuulildladng 384 076 N
2 dlemunBeuieruenndelusyduiianges 377 072 4N
3 guiewiluunSeuianumnzay 384 0.82 4N
4 wuiilndeineunaenedesiuiomluunGen 432 070 M
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Record of E-learning Exercise Results
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Content Outline for e-learning 2013

Unit 1: Invitations

Unit 2: Expressing Thanks
Unit 3: Apologizing

Unit 4: Congratulations
Unit 5: Condolences

Unit 6: Requests/Inquiries
Unit 7: Orders

Unit 8: Complaints
Unit 9: Adjustments
Unit 10: Application

Unit 11: Collection
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Unit 1: Invitations

For official invitation, an invitation card r/5>Tould be used.

Look at this example. le_‘:[r”
51

Rajamangala Universiriz of Technology Rattanakosin

requests the pleasure of the company of
\

O X

)

The ’- ter of Raje 5la Unive Rattanakosin requests
the pleas ir ll any at the opening ) anguage Center
\ i |
on Friday, 10 ‘%yﬁ 013 at 10.00 a.r pus, Thar utthamonthon Sai
\ J I

5, Phutthamo n"‘;-\ ak

\ & \ |
We request t \e jou ..‘k

e,

mony of the RMUTR

ASEAN Youth Camp n Monday, 3 June, 2013 ?aéw ) aim. at the Khachathan

Hall, Rajamangala \? ,@22?‘ o) ﬁﬁ&&%’sl Laya Campus, Thanon
e o

Phutthamonthon Sai 5, Phuttham ﬁ, é on-Pathom.
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Invitation Letters
Also, a business social invitation letter or a personal invitation letter can be used on
several occasions.

This is an example of a letter of invitation.

Best Office Equipment Services Co., Ltd.
120 Rama IV Road, Bangkok 10500
Tel. 0-2286-1429

13 December 2011

Mr. Joseph Brendon

Sales Manager

Hi Tech Grand Sales Co., Ltd.
28 Silom Road, Silom
Bangkok 10300

Dear Mr. Brendon:

We are pleased to invite you to a reception celebrating our 10" anniversary on Friday, 30t
December 2011 at 06.00 p.m. at the meeting hall of our company.

We really hope that you can come to join us.
Yours sincerely,
Sompop Sukrsang

Sompop Suksang
Managing Director

Written expressions in invitation. letters:
Inviting:

We are pleased to invite you to a reception celebrating our 10" anniversary on
Friday, 30" December 2012 at 06.00 p.m:. at.the meeting hall.of our company.

We are pleased to cordially invite you to the homecoming party for all university

alumni.
It is our pleasure to invite you-to a reception.

We would be glad to have you accompany us at the opening ceremony of the
English Camp for RMUTR Students.

We'd be delighted/honored to have you as our guest at the opening ceremony of
the Art Workshop.



73

Please let me know if you can come.
| expect that you can join in.
We really hope that you can come to join us.

We look forward to seeing you there.

Replies-accepting an invitation

Thank you very much for your invitation to the International Conference.
| am very pleased to accept the invitation.

| am glad to accept your invitation to the International Conference.

| am delighted to accept the invitation, and | look forward to seeing you.

| am delighted to accept.

Replies-refusing an invitation

| appreciate your kind invitation to the reception celebrating your company’s 10"

anniversary on Friday, 31%'May, 2013,
| regret that | cannot accept the invitation.

| am sorry | cannot come 10 the reception due to my. previous engagement. | hope |

can come next time.

| am afraid I'have already made arrangements for that day, and so with regret must

decline.
| expect thattcan come to join you at some other time.

Thank you again-for your kind.invitation:

Notes:

1. ... requests/request the pleasure of your company..'= ... requests/request the
honor of your company...

2. We are pleased to invite you to a reception. = It is our pleasure to invite you to

a reception.

Exercise:
1. The Language Center of Rajamangala University of Technology Rattanakosin

...................... the pleasure of your company at the opening ceremony of the



10.
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Language Center on Friday, 10" May, 2013 at 10.00 a.m., Salaya Campus,
Thanon Phutthamonthon Sai 5, Phutthamonthon, Nakhon Pathom.

a. Request b. requests c. ask d. asks

We request......cevicncnenes at the opening ceremony of the RMUTR ASEAN
Youth Camp 2013 on Monday, 39 June, 2013 at 9:00 a.m. at the Khachathan
Hall, Rajamangala University of Technology Rattanakosin, Salaya Campus,
Thanon Phutthamonthon Sai 5, Phutthamonthon, Nakhon Pathom.

a. your honor b. your company

c. your pleasure d. the honor of your company
TS e to invite you to the round table meeting.

a. our pleasure b. pleased c.pleasing d. please

We would be glad to have you..................... us at the opening ceremony of the
10" Art Workshop.

a. accompany b. accompanying

C. accompanied d. are accompanying

We would be..s......coueee. to have you as our guest lecturer at the English
forum.

a. an honor b. honoring c. honor d.-honored

| do hope that you can‘come..............o. us.

a. join pb. to join C..joining d. to joining

| am delighted: /i ...l the invitation.

a.. inaccepting —b. in receiving —¢. to receive d. to-accept

| JL...qu.... L1 your kind invitation to the round table meetine.

a. thank b. resret C. am-sorry d. appreciate
I | Woret that'| cannot accept the invitation.

a. am pleased’ b. am-glad c. regret d.accept

| am afraid 'have already madearrangements for that day, and so with regret

a. decline braccept C. be sorry d. not accept



Unit 2: Expressing Thanks

After you receive a gift or is granted a favor or help, you should write the donor a
letter saying that you have received the gift, favor or help and express your
appreciation for it. A thank you is considered necessary especially for gifts received
by mail or when the donor is not present, parties at which you are the guest of

honor, overnight stays at the home of anyone who is not a close friend or relative.

Now, look at a sample letter of thanks.

Best Office Equipment Services Co., Ltd.
120 Rama IV Road, Bangkok 10500, Thailand
Tel. 0-2286-1429

17 November 2011

Mr. Charles P. Randolph
Sales Manager

World Trade Technology
453 East 72 Street

New York, N.Y. 10021
U.S.A.

Dear Mr. Randolph:

We would like to express our sincere thanks to you and your staff for the warm
welcome and hospitality during the visit of our.company’s executives in New York from
10-16 November 2011.

The study tour in the compound of your company arranged by you and your staff was
very impressive and beneficial to us. We have learned a lot about the business
management of your company. Certainly, what has been seen and learned can be
applied to the management of our.company.

We do hope that we will have an opportunity to return your hospitality-when you come
to Thailand.

Please accept our deep appreciation again-for everything.
Yours sincerely,
Sompop SuRSANY

Sompop Suksang
Managing Director

Written expressions in thank you letters
Examples:

We would like to express our sincere thanks to you and your staff for the warm

welcome and hospitality during our visit in New York from 10-16 November 2012.
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Please accept our deep appreciation again for everything.

Please accept my sincere thanks for your invitation to visit your company next

month.

| highly appreciate your assistance.

| appreciate your hospitality and generosity.

| appreciate your sending me the application form.

Let me extend to you my sincere thanks for your assistance in the student exchange

project which was successfully completed last week.
Your kind assistance in the training program is highly appreciated.
Thank you for your help and kindness to me when | was in Paris last week.
Thank you very much for the watch you sent to me as my birthday sift.
| am thankful for sending me your latest brochure.
| am grateful for your help.
| do appreciate your kind assistance.
Thank you again for your cooperation and assistance.
Notes:
Thank you for + Noun/Noun Phrase
For example:
Thankyou for your help.

Thank you for sending me a new. watch.

Exercise:
1. Your cooperationsis highly....ooias
a. appreciate bl appreciating. _cnappreciated d. appreciation
2. Letme.n my:-sincere thanks for your warm welcome and hospitality

while | was in London last week.

a. give b. say c. forward d. express
3. We would like.....ooeeerieunne you our deep appreciation for your assistance in our
project.

a. extend b. to extend to c. extendingto  d. to extend
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4. Please ... my sincere thanks for everything.

a. obtain b. receive C. accept d. extend

5. Wenvie, our kind cooperation and assistance.
b. are much appreciated
d. highly appreciated

a. appreciating  b. of appreciation c. appreciation  d. appreciated

7. Thank you........c....... your kindness and assistance.
a. for b. of d. about
8.l your sending me t edule of the meeting.

9. Thank you................. the ring you sent t

—
BT AT RTAT )

DO wrer— .-—-—._,.,_“.
10. Thank you again....... ib'ﬁm*@fﬁ:

A

a. for correcting of correction of



Unit 3: Apologizing

If you have done something wrong, or you have disappointed someone, it is better

for you to write a letter to the peopleinvolved to express apologies.

This is an example of a letter of apology.
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Best Office Equipment Services Co., Ltd.
120 Rama IV Road, Bangkok 10500, Thailand
Tel. 0-2286-1429
24% May, 2013

Asst. Prof. Dr. Woraphorn Sunthornwatanasiri
Director of the Language Center

Rajamangala University of Technology Rattanakosin
96 Mu 3 Thanon Phutthamonthon Sai 5

Salaya, Phutthamonthon

Nakhon Pahom 73170

Dear Asst. Prof. Dr. Sunthornwatanasiri:

Please accept my sincere apology for being unable to give a lecture at the forum you are
organizing next week.

I wish I could attend the forum, but I have to go abroad to participate in an
international conference then. I am sorry I have to miss an opportunity to share with
you ideas about English teaching at the forum.

Anyway, I do hope that your forum will be successful as you have expected.
Once again I apologize for any inconvenience that I may have caused.

Yours sincerely,

Sompop Suksang

Sompop Suksang
Managing Director

Written expressions of apologies

Examples:

| am sorry for the mistake,

| am sorry | cannot join you. tomorrow:

Please accept my apologies for the ‘errof.

We apologize for the inconvenience.

| regret the error.

We regret to inform you that we are not available to attend the conference.

| regret that I am not available next week.
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Regretfully, due to the limited budget, we cannot send our lecturer to teach in your
project.
Unfortunately, this time we are unable to join you for the ASEAN Camp 2013.
Notes: 1. Remember to write in sentences. Each sentence contains a main verb and
ends with a full stop.

2. ..for + noun phrase

3. ..that + clause

4. Each clause contains the same structure as a sentence, which includes

Subject + Predicate (Main verb + Predicate).

For example:
Please accept my apologies for the error.
| apologize for the error.
| am sorry for'the error.
| am sorry (that) there was an error.
| regret that there was an error.
| regret to inform you that there was an error.

* 1 regret the error.

Exercise:
1. We. o= for the inconvenience.
a. . regret b. express sorrow cjare sorry - d. feel sad
2. .. KOSt | did not follow the instructions.
a. unfortunately b. am unfortunate . C. regret diiam sorry
3. Pleas€.... i my apologies for the mistake.
a. Laccept b. receive c. obtain d. get
4. Well..B...\\ for the inconvenience.

a. maké apologies | b. express-apologies  c.apolosize d. do apology

5. We...\. €Y the unintended mistake:

a. regretfor 0. regret ciare regretful d. regret to have
6. We.ieen, you that we cannot.attend the meeting.

a. are regretful for informing b. regret informing

c. regret of informing d. regret to inform
[ , we do not have a budget to support this project.

a. We apologize b. We regret

c. We are sorry about d. Unfortunately



8. e | am not available to visit your university next week.
a. with regrets b. regret that
c. am sorry for d. regret for
9. We.iie the late payment.
a. are sorry for b. regret at
c. regret for d. express sorrow about
10 , | am not available to give a lecture next Monday.
a. |regret b. Regretful c. Regretfully d. I must regret

Unit 4: Congratulations
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A letter of congratulations buildsgoodwill. Congratulatory messages may be sent to

both individuals and organizations on different occasions, such as promotions,
appointments, elections, achievements, awards, honors, marriages, births,
anniversaries and retirements. A letter of coneratulations should be written in a

personal, sincere and enthusiastic manner.

This is an example of a letter of congratulations.

JK Computers Co., Ltd.
45 Rama II Road, Samae Dum, Bangkhunthien
Bangkok 10150, Thailand

October 17, 2011

Mr. Charles David

Global Computer Network Co., Ltd.
209 Pine Street

Oakland

New Zealand

Dear Mr. David:

Congratulations on your being elected president of the Pacific:Computer Trade
Association. The-Association will benefit greatly from yourleadership.

By electing you to this‘high office, members of the association are showing their
recognition of your ability'to lead-and.your dedication-to the profession. You
should be proud of the confidence that they place in you.

If T can be of assistance during your presidency, please call on me.

Yours sincerely,

Peter James

Peter James
President
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Written expressions in letters of congratulations
Examples:

Congratulations on your being elected president of the Pacific Computer Trade

Association.

Congratulations on the birth of your grandchild, Jack Hammerton.
Congratulations on your promotion to Managing Director.

| congratulate you on your graduation.

Let me extend to you my sincere congratulations on your new position as Sales

Manager.

| was pleased to hear that you have been promoted to sales manager.

Congratulations.
| have just learned that you have been appointed as Sales Manager.
My colleagues join me in sending you our warmest congratulations.

If I can be of any assistance, please let me know.

| wish you all the best in your new job.

Notes:

Congratulations on your success. = | congratulate you on your success.
Exercise:
1o MLV, your success.

a. Congratulate.with = b. Congratulating in ' ¢ Congratulation on “d. Congratulations

on
2. Let me coneratulate you.... ...t your being chosen as an RMUTR ambassador.
a. on pb.in c.-with d. for

3. Congratulations on, f... e b to Sales Manager.

a. your promoting brpromoting you Ccyour pramotion d. promotion of
you

4. Let me.cce. you my:sincere congratutations-on your graduation.

a. extend b. to extend . extending d. extend to

5. 1'was glad to hear that you.......ccccccevuee. as a representative of the parliament.

a. are elected b. were elected c. have an election  d. had an election

6. | have just learned that you won the first place in the English Speech Contest.
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a. Congratulating b. Congratulation

c. Congratulations d. Being congratulated

7.1 congratulate......cccoveeenn. as the CEQ of the company.

a. your being appointed b. your appointment

. appointment of you d. appointing you

8. My colleagues join me......ccccceueeeee. you our warmest congratulations.

a. to send b. sending c. to sending d. in sending
O I L any assistance, please let me know.

a. can be of b. can be with c. will be in d. will be with

10. We wish you all the best in your term of presidency.

a. offer b. wish c. send d. extend

Unit 5: Condolences

A message of condolence in which a writer’s expression of sympathy is given
for someone because one of their friends or relatives has died recently is preferably
written in a letter although sympathy cards are available. Letters of condolence
should be written with a sincere tone. If at all possible, reflect on the person who
has died.

DFA Company Ltd.
345 Rama 2 Road, Samae Dum, Bangkhunthien, Bangkok 10150

December 27, 2011
Dear Hong,

I was saddened to hear of your father’s death last week, and wish to extend my
deepest sympathy.

I know it is a-hard time for you now. However, your father’s support to the
underprivileged will always be remembered by all involved, and‘you should be proud of
him.

If I can be of any-help to you, please let me know.

Yours sincerely,

George Smith

George Smith
President
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Written expressions in letters of condolences

Examples:

| was shocked/saddened to hear of the death of your grandfather.
| was shocked/saddened to hear that your mother passed away.

| was most sorry to hear that your brother died yesterday.

| was so sorry to learn of Jane’s death.

| was deeply saddened to learn of your great loss.

Please let me extend my deepest sympathy on behalf of all the staff at the Bangkok

Bank on the passing of your mother.
We really sympathize to you forthe death of your president.

I would like to offer my sympathy to you and your family on the passing of your
brother.

Please offer my sympathy to your family, especially your mother.
| and my staff offer our sincerest condolences to you and your department.

You have my sincere sympathy:

You have ourdeepest sympathy.

Please accept my condolences.

Please accept our sympathy.

Please accept.our condolences on the untimely.passing of your.wife, Jane.
Please accept what little comfort these words-can give you.

If we can help you.in any. way, please call:

Please accept my sympathy again for the loss of your mother.

She/he was a lot ofithirgs #0 many people and willthe missed tremendously.
Thinking of you in your time of toss)
We were very saddened to hear ofyour-loss:-With deepest sympathies.

If | can be of any assistance to you, please let me know.
| share with you sorrow for the passing of your beloved mother.

| am willing to give you any help if | can.



Notes:
| was shocked to hear of + Noun/Noun Phrase
saddened
For example: | was shocked to hear of the death of your grandfather.
| was shocked
saddened |to hear that + Clause (Subject + Predicate)
most sorry
For example: | was shocked to hear that your grandfather passed away.
| was so sorry to learn of + Noun/Noun Phrase
For example: | was sorry to learn of Jane’s death.
Exercise:
(R to hear of the death of your grandson.
..am sad b. am saddened  ¢. was sad d. was saddened

a
2. 1 was shocked to hear that Mr. David Jones, your colleague, passed away.

a. passed by b. passed away c.past by d. past away

3. I ' was most sorry to-hear that your sister died yesterday.

a. that b. of c. for d. by

4. 1 Was SO SOIMY....cocurereerirennn Paul’s death.

a. learning that ~ ~b. learning of c.tolearnthat  d. to learn of

5. Please let me extend my deepest sympathy......... ..o your father.

a. for the passing by b. for passing away

C. on passing by d.on the+passing of

6. | really.fl... q.p---N-1L.L you for the death of your mother.

a. sympathize.~ b. sympathize to = ¢c. have sympathy with d. sympathized
7. I would liketOmn. ..o o b e your family, especially your mother.

a. sympathize puexpress my sympathy with
c. offer my sympathy to d. extend my sympathy for

8. Please accept otr'condolences.... oo iuui... the untimely passing of your husband,
Karl.

a.on b. for c-of d. with

9. Please accept.....cccoevinnee little comfort these words can give you.

a. that b. for c. what d. how

10 Lo, you sorrow for the passing of your beloved mother.

a. share for b. share with c. extend to d. offer for

84
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Unit 6: Requests/Inquiries

A letter of request or enquiry may be used for different purposes. It may be
written to ask for a brochure, a catalogue, a pricelist or any information. This type of
letter should be brief and simple. When you first write a letter of enquiry or request,
it is sometimes useful to give some details about your business, and also where or
how you heard of the supplier’s name and address.

Here is an example of an enquiry letter.

TOP. Office Equipment
25 Rama IV Road, Bangkok 10500, THAILAND

12 June 201-

The Sales Manager
Public Stationery Co. Ltd.
182 Cantley Road
London, SW4 9HX.

UK

Dear Sir:
We saw your advertisement for Palmtop Computers in the Times Newspaper yesterday.

Our company imports and exports office equipment to countries in Asia, and we are
now looking for good quality palmtop computers for sale to our regular customers.

We would highly appreciate it if you could send us the latest catalogue of your Palmtop
Computers together with price quotations c.i.f. Bangkok.

We look forward to hearing from you.

Yours sincerely,

Kanok Pinkam

Kanok Pinkam
Procurement Manager

Written expressions-in letters of inquiries/requests

Examples:

We saw your advertisement for digital"cameras in the Nation yesterday.

| am writing to inquire about your digital TV advertised in the Bangkok Post yesterday.

| am writing in reference to your advertisement for condominiums in the Nation last

week.
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| read/heard the advertisement for your mobile phone Model GX in the Bangkok Post

and would like to know more information about it.
We are one of the main importers of electronic equipment in this region.

We are interested in importing VCD players for sale in our promising market.
Please send us your latest catalogue and price list.
Could you please send us some samples of your products?

Could you please send me your most recent brochure?

Could you fax me the results of the market survey?
| shall be obliged if you could send me your current catalogues.

We would appreciate it very much if you could send us more information about your

products.

Would it be possible to send me your latest catalogues?

| would appreciate your sending me some samples of your material.

It would be much appreciated if you could give me details about your products.

| would be very grateful if you could send me this information.
Thank you for your assistance.

| look forward to hearing from.you.

Response to request

Thank you foryour interest/inquiry

Enclosed is the'information you.requested.

You can learn maore about this at our website.

If you have further-questions, please do not hesitate to let,me know.
If you require assistance,splease contact our sales department.

If I can be of more help, please feel free tocontact me at 0830011553.
Notes:

Expressions of request:

Please + V1 : Please send us your latest catalogue and price list.
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Could you (please) + V1: Could you (please) send us some samples of your

products?

| shall be obliged
We would appreciate
It would be much appreciated | if you could send me your current
catalogues.
| would be very grateful
Would it be possible to +V17: Would it be possible to send me your latest

catalogues?
| would appreciate + Noun/Noun Phrase/V+ing:

| would appreciate your sending me some samples of your material.

Exercise:

Lol about your digital mobile phone Model NS advertised in the Nation
yesterday.

a. write inquiring b. am writing inquiring

C. write to inquire d:am writing to inquire

2. | read the advertisement.....c.........cee... your digital TV Model X101 in the Bangkok
Post and would like to know-more information-about it.

a. for b. of con d. about
T8 FOROOOOO &Y in importing TV sets for sale in this region.

a. interest b.-am interesting C..amlinterested d. am of
interest

4. Could YOU g itk me your latest brochure?

a. be pleasedto sendb; please send c. please sending d. with
pleasure

5. We would ..t if you could send us some samplées of your products.

a. appreciate it b. be appreciated c. feel of appreciation d. have

appreciation

6. Would it to send:more details of your products?

a. possibly to send  b. be possibly. C. be possible d. be
possibilities

T e if you could give me details about your products.

a. I would be appreciated b. It would be appreciation

c. | would have appreciation d. It would be much appreciated
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8. | look forward to.......ccceueuuaee. you.

a. hear from b. hearing from C. hear of d. hearing
of

9. e is the information you requested.

a. Enclosed b. Enclose c. Enclosure d.
Enclosing

10. If I can be..vivicnee more help, please feel contact me.

a.in b. for C. about d. of

Unit 7: Orders

After the buyer receives satisfactory details about the products or services
from the seller, he can place an order at once. However, orders can be placed by
telephone, e-mail or in other written forms. If an order is placed by telephone or e-
mail, there should be a letter to confirm it later.

Here is an example of an order letter.

Best Office Equipment Services Co., Ltd.
120 Rama IV Road, Bangkok 10500, THAILAND
Tel. 0-2286-1429
18 June 19—

Mr. Steve Gray

Sales Manager

Super Creatus Co. Ltd.
2 First Street
Singapore 10

Dear Mr. Gray:

We thank you for your letter of June 13, and the illustrated catalogue of your full range
of products including price lists we received yesterday.

We found that your Max Electronic time recorders-meet our requirements and your
terms of payment as well as a discount of 10 % for a quantity of 100-units are quite
satisfactory.

We are therefore pleased to place an order for 100 units of Max.Electronic time
recorders as detailed.in our order form No. 08 enclosed.

The payment will be made by,Documentary Credit, c.i.f.'Bangkok and delivery should
be made within 30 days.

We look forward to your acknowledgement.
Yours sincerely,
Sompop SuRsang

Sompop Suksang
Managing Director
Enc: Order form No. 08
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Examples of expressions in order letters:
Thank you for your quotation of May 15™, 2013.

We found that your products meet our requirements and your terms of payment are

quite satisfactory.

We have examined the samples and are satisfied with their quality.

Your terms of payment and the product’s quality are considered acceptable to us.
We are pleased to place an order with you for 20 personal computers Model X-300.
Please send us the undermentioned goods.

We would be grateful for delivery by 31°* August, 2013.

Delivery before 20 September is‘a firm condition of the order.

We would like delivery within the next six weeks

As agreed, payment is to be made by Documentary Credit.

Please quote number 134 on all correspondence.

We shall be grateful for your immediate shipment of the order.

We hope that'you can supply‘the order from stock and look forward to receiving it.
Please confirm receipt of the order.

We look forward to your acknowledgement.

Notes:

1. The products,meet our requirements.

2. The products-are satisfactory to us.

3. The terms of payment are acceptable to us.

4. We are satisfied withiyour products.

5. Placing an order:

| would like to order 10 units of mobile phones. = | would like to place an order for

10 units of mobile phones.
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Acknowledging an order

When a seller receives an order from a buyer, he should acknowledge it
immediately so as to assure the buyer that the buyer’s order has been received and
is being processed to be shipped, and that the buyer will later get the goods.
Moreover, the acknowledgement also confirms the list of goods to be shipped. This
gives an opportunity for the buyer to check the list and inform the seller if any

conflict exists between what has been ordered and what will be shipped.

Standard Office Furniture Ltd.
Cantley Rd., London, SW4 9HX.

25% June 201-

Mr. J.H. Rodriguez, Office Manager
A.Q. Electronics Ltd.

Calle Estoril 1701

Barcelona

Dear Mr. Rodriguez:

Thank you for your order of June 21, for 50 units of filing cabinets type TW37, which we
received today.

It is our pleasure to confirm that the order can be supplied from stock, and we enclose a
pro-forma invoice for the goods, f.o.b. London.

The order will be despatched next week.-We are sure that this shipment will reach you in
good time and look forward to receiving further orders from you.

Yours sincerely,

P.J. Morris
P.J. Morris
Sales Manager

Enc:

Written expressions for acknowledging an order:

We are pleased to acknowledge your order-of 10th July, 2013.

Thank you for your order of June21,-fér 50 units-of notebook computers.
It is our pleasure to confirm that the order canbe supplied from stock.
We are glad to confirm that we can supply the above order.

Our dispatch department is processing your order.

We will require two weeks to process your order.
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The order will be dispatched next week.

You can depend on us to dispatch the goods promptly.
You can rely on us to follow your instructions to the letter.
We are sure that this shipment will reach you in good time.
The shipment of your order will reach you in good time.

We trust that the goods will reach you in good time and that you will be pleased
with them.

We have been very happy to serve you and look forward to receiving your further

orders.

| look forward to receiving further orders from-you.
Notes:

1. The shipment will reach you in good time.

2. The products will arrive at your company in good time.

Refusing an order

It is possible that some orders cannot be executed immediately. Such orders may
have some problems as mentioned below:

The orders are not complete or not-clear.

The goods are temporarily out of stock.

The prices of the goods have been-increased.

The-quantities of the orders are too small ortoo big.

A AN

The-terms of the orders are unfavorable.
6. The companieswhich ptace the orders have a bad.reputation.

This is an example“of a tetter refusing an order.
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Super Creatus Co., Ltd.
2 First Street, Singapore 10

22 May, 201-

Mr. Sompop Suksang

Managing Director

Best Office Equipment Services Co., Ltd.
120 Rama IV Road

Bangkok 10500

Dear Mr. Suksang,
Thank you for your order dated June 18 for our Max Electronic time recorders.

Unfortunately, we have run out of the goods you asked for due to the great demand, and
they will not be available until December. Please contact us again at that time.

Please accept our apology for this inconvenience, and we hope to be of service to you in
the near future.

Yours sincerely,

Steve Gray
Steve Gray
Sales Manager

Examples of expressions in letters refusing orders:

We regret to inform you that the goods ordered are out of stock.

We are sorry the goods aré no longerin stock.

We regret that the goods are no longer available.

We regret that we cannot supply the order to you because we are only a small firm
and could netpossibly handle an-order for 500 units.

We no longermanufacture this-product as demand over the past.few years has
declined.

We regret to say-that we must-turn down your order as we have full orders booked
at present and cannot give a definite date for delivery.

We would only be prépared to-supply on a.cash basis.

Your order will be filledram our-new stock, whichrweé,are expecting by the end of
November.

As the product costs have increased, we are sorry to inform you that we cannot
supply the goods at the quoted price.

We never offer quarterly terms on initial orders, even to customers who can provide
references.

Delivery could not possibly be promised within the time given in your letter.
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We can offer you a substitute which is the same price and of similar quality to the
goods ordered.

We apologize for this inconvenience, and hope that we will be able to serve you in
the near future.

We can, however, offer the slightly better, very similar quality mobile phone instead,
which is in stock and is perhaps the preference of most customers.

Please accept our apology for the inconvenience, and we look forward to serving
you in the future.

Notes:

Welregret to inform you|that the goods ordered are out of stock.

regret

are sorry
Exercise:
1. We found that your products..............cce.... our requirements.
a. respond to b. answer c.imeet d. reply to
2. We have examined the samples and...............cuceu... with their quality.
a. satisfy b. are satisfied c. are satisfactory d. satisfied
3. Your terms of payment and the product’s quality are considered........................ to us.
a. acceptable b. acceptance ¢. satisfaction d. satisfied
4. We are pleased. ... i ...t an order for 20 units of your cctv.
a. placing b. for placing C.in placement d..to place
5. We shall be........iid your immediate shipment of the order.
a. great in b. erateful-for c~crateful in d. great of
6. We hope that you can supply the order...............0. stock and.look forward to
receiving it.
a.in b. from c. of d. out of
7. It is our pleasure tosconfirm that the order............. 2.4 from stock.
a. can be suppliedi. b./supply c. to be,supplied d. to supply
8. We have been very happyei.i.. . ie o youand.look forward to receiving your

further orders.
a. serving b. to serving c. to serve d. serve
9. We.ooree that the goods are no longer available.

a. regret b. are sad C. are saddened d. inform
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10. We can offer you......cccceevveueenee. which is the same price and of similar quality to
the goods ordered.

a. a replacement b. something c. a product d. a substitute
Unit 8: Complaints

A complaint letter is a letter written by anybody who is dissatisfied with goods or
services from a shop, a store, a restaurant, a company or any organization. Anyhow, a
complaint letter should be written in a polite tone. Also, it should be concise, direct
to the point, factual, specific to the people involved and positive in order to get
positive results from the responsible people. That is the writer should be convinced
that it will be advantageous to him to write reasonably and courteously. He may
suggest that he regrets having to make a complaint. Causes for complaints can be of
different kinds as follows.

1. The service was bad.

2. The merchandise or the service is of inferior quality.

3. Wrong goods were sent.

4. Not enough goods or too-many goods were sent.

5. Packing of the merchandise is bad, inferior or inadequate.

6. The goods were damaged:

This is an example of a letter of complaint.

Best Office Equipment Services Co., Ltd.
120 Rama IV Road, Bangkok 10500, Thailand

October 17,.2010

Mr. Peter Robson
Managing Director
Omni Hi-tech.Co., Ltd.
23 Palm Street
Singapore 10310

Dear Mr. Robson:

On October 10, 2010, I ordered 10 sets of notebook computers from your company. I
received them today. However; one of them is damaged.

I am returning it to you.
I would appreciate your arrangement for the replacement.
Thank you for your assistance.

Yours sincerely,
Sompop Suksang

Sompop Suksang
Managing Director
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Examples of expressions in letters of complaint:

| ordered a pair of computer earphones from your website on October 10. | received
the order today, but unfortunately, it does not work properly.

Delivery of the goods ordered on September 15, 2010 is now considerably overdue.
| requested fifty (50) cartons of paper; | received five (5).

On October 2, 2012, | ordered a new CPU. It arrived damaged.

On October 20, | purchased a DVD player from your store on Silom Road. However, it
doesn’t work properly.

| bought this alarm clock, but it does not work well.

| have not received the goods for which we placed an order on September 20, 2010.|
have stopped payment.

Unfortunately, we have not yet received the goods ordered on September 1, 2012.

| am returning the order under separate cover.

| would like to cancel the order.

| am returning the CPU.

To resolve the problem, | would like you to credit my account for the amount
charged for the order.

To resolve the problem, | would appreciate an exchange for an equivalent or better
model at no additional cost ora refund.

| would appreciate your looking into the matter so that my account may be cleared.
| would be grateful if you could sendia replacement and refund my postage of 120
baht.

| would be grateful for a suitable refund.

Please send forty-five (45) more cartons.

Please give me-compensation or a refund for the damaged product.

Could you please arrange forithe replacements?

Your arrangementfor the replacements would be highly appreciated.

We must insist 'on feplacements.for the damaged productssimmediately.

Your assistance would‘be highty appreciated.

Your assistance in this matter would be-hishly appreciated.

| greatly appreciate your help.

| really appreciate your help.

Thank you for your attention.

| appreciate your assistance.

We would appreciate your looking into this matter.



96

Thank you for your cooperation in this matter.
Notes:

| ordered 10 units of mobile phones. = | placed an order for 10 units of mobile

phones.

Exercise:

1. Delivery of the goods.................. on September 15, 2010 is now considerably
overdue.

a. order b. ordering c. ordered d. to order

2. We must insist ON....ccveceneene. for the damaged products immediately.

a. replacing b. replacements C. correction d. delivery

3. Please give me.....cccovevenes or a refund for the damaged product.

a. shipment b. payment C. cost d. compensation
AR TV | in this matter would be highly appreciated.

a. action b. correction ¢.-asSistance d. participation
5. 1'have not received the goods...........ccccv.ce. we placed an order on September 20,

2010.I have stopped payment.
a. which b. that C. in which d. for which
6. To resolve the problem, I'would like you to.....civiviinnncenn. my account for the

amount charged for the order.

a. credit b. pay C. open d. debit

7. Could you please..... i ......dh the replacements?

a. set b. arrange Crarrange for d. hold on

8. Your arrangement for the replacements would.be.............oci... appreciated.

a. highly b. very c.great d. considerably
9. | would likees, % 1o sbo e i the order.

a. stopping b. to have stopped c. canceling d. to cancel
10, e N ;we have not yet received the goods ordered on September 1,
2012.

a. Unknowingly b Unfortunatety ¢. Unsurprisingly d. Expectedly

Unit 9: Adjustments

When you receive a complaint letter from your customer, it is better to give an
urgent reply to inform him or her that his/her complaint has been received. If the
customer is right, you should admit the mistake with your sincere apology and then

correct the mistake at once.
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This is an example of a letter of adjustment.

Omni Hi-tech Co., Ltd.
23 Palm Street, Singapore 10310

October 18, 2010

Mr. Sompop Suksang

Managing Director

Best Office Equipment Services Co., Ltd.
120 Rama IV Road

Bangkok 10500

Thailand

Dear Mr. Suksang:
Thank you for your letter which we received today. We regret the inconvenience.

The cause of the damaged unit of the order might have been caused by the packaging
system, which has been now improved.

We are now arranging for the replacement of the damaged unit of the notebook
computer. It is expected that the replacement will reach you within two days.

We shall do everything we can to ensure that similar mistakes will not happen again.
Please accept our apologies for any inconvenience caused to you by our mistake.

We look forward to serving you in the future.
Yours sincerely,

Peter Robson

Peter Robson
Managing Director

Examples of written expressions in letters of adjustment:

Thank you foryour letter of 12 October 2012 regarding the damaged order.
We received your letter dated October 15, 2012 concerning the wrong order.
Upon our investigation, it revealed that the mistake was due to a typing error.
Our packing agents.made a mistake in catalogue reference'numbers.

We are arranging for the'replacement of the wrong order:

We will ship a new machine immediatély.

We will refund your money.

A full refund will be sent to you soon.

To show our goodwill, we would like to offer you a 5% discount on your next order
with us.

We have dispatched the new items by express courier. They should arrive by
Monday 6 December 2012.
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It was found that the mistake was caused by the staff’s misunderstanding about the
now code of the products.
You will receive a new item of our product as a replacement of the inferior quality
one.
Please be assured that the similar mistakes will not occur again.
We shall do everything we can to ensure that similar mistakes will not happen again.
To prevent re-occurrences, we have set up a verification procedure.
We hope you will continue doing business with us.
We regret any inconvenience.
We apologize once more for this most regrettable mistake.
Again, we regret the error.
Again, please accept our apologies.
We, again, apologize for the inconvenience.
We apologize for the error.
We are looking forward to serving you in the future.
Notes: 1. ..letter of 8" May, 2013... or ...letter dated 8" May, 2013

2. ...arrange for a replacement of the damaged goods...

3. We are sorry for the mistake.

4. We apologize for the mistake.

5. We regret the mistake.

6. Please accept our apologies for the mistake.
However, if the customer is not-right, you should explain the reasons clearly with
courtesy.
Above any other things, it is important to use positive approachtin-writing an
adjustment letter,eveniif the mistake has been caused by the customer. Also, it is
considered a gsood opportunity-to-buildgood will'to the customer when replying in
an adjustment letter.

Here is an example of.a letter of adjustment refusal.



Worldwide Machinery Co., Ltd.
245 Singha Street, Singapore 2110

October 22, 2012

Mr. Sira Thongstri
Procurement Manager
Super Dimensions Co., Ltd.
215 Silom Road

Silom

Bangkok 10120

Thailand

Dear Mr. Thongsri:

We received your letter of 20 October 2012 regarding your order for five (5) units of
UPS.

We have investigated the situation and assumed that the mistake was caused by the
typing error. As you can see in your Order Form No. 306 attached, you typed
‘equipment Model A13’, which.was referred to the CPU. Actually, for ordering the UPS,
‘equipment Model A31’ should have been indicated in the order form. Our dispatch
office therefore sent the CPU.

As you need five units of our-UPS, could you please send us your new order form in
which ‘equipment Model A31"is typed?

Please be assured that your required consignments will be dispatched to you when we
receive your correct order form.

We look forward to receiving your further orders.

Thomas Baker

Thomas Baker
Manager

Enc:

Examples of written expressions in letters of adjustment refusal:
| refer to youriletter dated 21 October 2012 -concerning your Order No. 324.
We received your letter of 16 October 2012 about the wrong ©rder.

From our investigation;.the problem was due to the mistake.in the order form.
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| am afraid that a replacement cannot be sent to you.because the guarantee period

has been expired.
| regret to inform you that we cannot-give you a refund since the order was not

placed directly with us.

Unfortunately, | must point out that a discount of 10% will be given to our regular

customers only.
We are pleased to give you a discount of 5% for your next orders.

This is due to the fact that the guarantee period has expired.
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May | advise that you should contact your own forwarding agent?
Any way, you may contact the manufacturer for the replacement.
We hope to be of service to you in the near future.
We look forward to serving you in the future.
We look forward to receiving your orders.
Notes: 1. We are afraid that + Clause (Subject + Predicate)
2. We are sorry that + Clause (Subject + Predicate)
3. I am sorry to inform you that + Clause (Subject + Predicate)

4. I must point out that + Clause (Subject + Predicate)

Exercise:

Lo our investigation, it revealed that the mistake was due to a typing
error.

a. For b. At ¢. Upon d. of

2. You will receive a new item of our product as.....cccceceeveennce. of the inferior quality
one.

a. a refund b. a replacement C. compensation d. a choice
3. Please be.....ccovveurviiniiie that the similar mistakes will not occur again.

a. assured b. insured c. understood d. explained

4. We shall do...co e we-can to ensure that similar mistakes will not happen
again.

a. things b. something C. everything d. anything

5. We apologize once more forthisimost.........cx . mistake.

a. sorry b. regret C. regreted d.'regrettable

ST O to.nform you that we cannot give-you a refund since-the order was not

placed directly-with us:
a. wish b. would-like c. regret d. am saddened
7.1l must.... et out that our company- attows. installment payments to our regular

customers only.

a. find b./point c. figure d. set
8. We are pleased to....... ol youra«discount of 5% for your next orders.
a. push b. set c.-give d. inform

9. I regret to inform you that from our investigation we found that the guarantee
period Nas......ceeeee.
a. died b. out of date c. no effects d. expired
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10. I 'am afraid that a replacement cannot be sent to you......ccccccveneeee. the guarantee
period has been expired.

a. when b. while c. until d. because

Unit 10: Application

A letter of application can be considered as a sales letter in which you are both the
salesperson and the product. By it you are trying to sell your knowledge, experience,
skill and personality, and the aim of an application is to attract the employer’s
attention and persuade him to grant you an-interview.

A letter of application is also known as a cover letter because it is usually sent with
your resume giving additional information on your skills and experience.

A cover letter typically provides detailed information on why you are qualified for
the job you are applying for. It should explain the reasons for your interest in the
specific organization and identify your most relevant skills or experiences. Thus, it
should let the employer know what paosition you are applying for, why the employer

should select you for-an interview, and how you will follow-up.

This is an example of a letter of application.
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15 Chakkrawat Road
Chakkrawat
Samphanthawong
Bangkok 10100

20 December 2010

Mrs. Anna Smith

Human Resource Director
Ensign Media Co., Ltd.

55 Bio House Building, 5™ FI.
Soi Prompong, Klong Nua
Wattana

Bangkok 10110

Dear Mrs. Smith:

I am applying for the position of advertising executive which was advertised in your
website of www.ensign-media.com today.

I am now a senior Marketing major in the Faculty of Business Administration at
Rajamangala University of Technology, Bophit Phimuk Chakkrawat Campus. I am
graduating by the end of March 2011.

In my study, I took different courses in business administration in not only Marketing but
also IT related courses and English. Moreover, I took my apprenticeship at Panasonic
Management (Thailand) Co., Ltd. for two months during summer last year, doing sales
work and public relations. My English is good. I obtained my IELT Score Band 6. I am sure
that I can do a good job for your company.

I have enclosed my resume, and I would like to schedule an interview. I will call you early
next week.

I look forward to discussing this position with you.

Yours sincerely,

Anong Songsi

Anong Songsi

Enc:

Examples of written.expressions in letters of application:

1. Reasons for writing:

| am writing to apply for the programmer position advertised in the Bangkok Post.

| am writing in response to the advertisement for the position of ‘Accountant’ in the
Bangkok Post.

| have seen your advertisement for ‘Secretary’ in today’s The Nation and wish to

apply for this position.


http://www.ensign-media.com/
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| am writing to apply for the position/post of secretary advertised in the Nation
yesterday.
| am writing to apply for the job you advertised in the Bangkok Post yesterday.
| am writing in connection with the job advertisement in the Nation yesterday.
Notes: 1. ...to apply for + Position
2. ..have seen your advertisement for + Position...(without telling the time)
3. ...saw your advertisement for + Position in the newspaper yesterday (you
can specify the time)
2. Education/Qualifications:
| graduated in Business Administration in Marketing from Rajamangala University of
Technology Rattanakosin, Bophit Phimuk Chakkrawat Campus.
| graduated from Chulalongkorn University in March this year.
At university | majored in Marketing.
| hold a certificate/degree in General Management.
| am currrently a student at Rajamangala University of Technology Rattanakosin,
Bophit Phimuk Chakkrawat Campus.
| have completed the following courses: English for Business Communication,
Economics, Public Relations, Manasement, Economics and IT courses.
| will graduate this year with a Bachelor of Business Administration.
| will receive my B.S. degree in marketing this March.
With a BS degree in.Computer Programming, | have a full understanding of the full
life cycle of a software development project.
| have a Bachelor of Science degree in Management and Business, as well as retail
experience as.a Sales Associate and Key Holder.
Notes:1. ...graduated with + a degree in + field of study from Name of
Educational Institution in +Month/year
2. ..graduated lastmonth*(No article’is needed beforelast month.)
3. Work experience:
| have experience of internship-at CP-ALL Plc.; Head-Office for 1 year.
| have been working as-assistant to-theSates Manager for two years.
| am currently employed at PTT Plc., Head Office:
As my references show, | took my internship at the Lotus Department store for one
semester.

Please see my resume for additional information on my experience.
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| feel | have necessary qualities for this job because | majored in Business English and
| took my internship doing public relations work.

Considering my long experience in supervisory capacity, | feel | am qualified for the
position being applied for.

Additionally, | worked as a cooperative education student in computing operations
for a large bank where | gained knowledge of financial systems.

My internship with a large department store convinced me to pursue a career in
retail.

For the past two years | have been-part time as a general administrator at a private
establishment doing the kind of job you demand from the Secretary you are looking
for.

| am friendly and hard-working.

| am a motivated professional with a variety of skills and experience.

| would also like to add that | can speak Chinese and Japanese apart from English.
My background and career goals seem to match your job requirements well. I am
confident that | can perform the job effectively.

4. Closing the letter:

| would be happy to attend an interview at any time convenient to you.

| am available for the interview next week:

Please contact me if you have any.queries at 083 110.0353.

If you have any questions, please call me at 088 416 8992

| enclose a CV/my references.

| am enclosing my resume.

My resume is-enclosed.

My enclosed resume provides more details on my qualifications.

Enclosed please find my full resume.

A copy of my fullfesumeis enclosed.

My resume is enclosed for your.consideration.

I will call you next week:

| will telephone you on:-Monday.

| look forward to talking with you about the position.

| look forward to meeting you /hearing from you soon.

| look forward to speaking with you about this employment opportunity.

| look forward to discussing this position with you.

Thank you for reviewing my letter and my enclosed CV.
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Notes: You can write the following, giving the same meaning:
1. Enclosed please find my full resume.
2. | enclose my full resume.
3. I am sending my full resume as enclosed.
4. Enclosed is my full resume.

5. Enclosed you can find my full resume.

Exercise:

1. I am writing to apply....ccoeeveeenee the job you advertised in the Bangkok Post
yesterday.

a. of b. in c. at d. for

2. | am writing in connection with the job....c.oviinicenee. in the Nation yesterday.
a. advertise b. advertising C. advertisement d. of

advertisement
3. I graduated......cccoveuvinis Business Administration in Marketing from Rajamangala

University of Technology Rattanakosin, Bophit Phimuk Chakkrawat Campus.

a.in b. of c. for d. with

A OO a degree in General Management.

a. receive b. graduate C. graduated d. hold

5. 1 will graduate this year........oi i a Bachelor of Business Administration.

a. for D. with &[N d. of

6. | have.. x5 FrmSel &y, of internship at CP-ALL Plc., Head Office for 1 year.

a. experience b. experienced C..experiencing d. to experience
[FRPRON | BRP my long experience in supervisory capacity,,| feel | am qualified for

the position being applied for.

a. Consider b, Considering ¢. Considered d. Consideration
8. I would be happy toattend an interview at any time...........0. to you.

a. convenience b. of convenience €..convenient d. being
convenient

9. MY resume. provides-more details onmy qualifications.

a. enclose b, entlosed ¢ enclosing d. enclosure

10. I look forward to speaking with you about this:..........cccccccverrnanes opportunity.

a. employ b. employing c. employed d. employment
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Unit 11: Collection

A collection letter is a letter sent by a company to its customer when the payment
from the customer is overdue in order to ask for the payment. When an account
becomes approximately 15 days overdue, the first collection letter or a reminder
should be sent to the customer.

The first collection letter should persuade the customer to pay and retain good will.
Also, it should be assumed that the customer will pay. If an envelope for payment is
enclosed, it will be a good idea. If the postage on the payment envelope is
enclosed, that will be better. You should try to make it easy for the customer to
make the payment because that can result in the better chance for you to get paid.

Now, look at a sample of the first collection letter below.

Super Creatus Co., Ltd.
2 First Street, Singapore 10

October 1, 2010

Mr. Sompop Suksang

Managing Director

Best Office Equipment Services Co., Ltd.
120 Rama IV Road

Bangkok 10500

Ref: Account No. 2010-51

Dear Mr. Suksang:

This is a reminder that your account balance of $100.00 was due on September 15,
2010.

It is now two weeks overdue.

Please pay this amount today. I have enclosed a stamped payment envelope for your
convenience:

Thank you for:your payment.

Yours sincerely,

Roger James
Roger James
Account Manager

Enc:
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Follow up Collection Letters

A second collection letter should be sent to the customer if no response has been
received from him 30 days later. It is the second reminder or the follow up
collection letter. The tone in this letter should be a little stronger. Look at this

sample and answer the questions.

Super Creatus Co., Ltd.
2 First Street, Singapore 10

October 15, 2010

Mr. Sompop Suksang

Managing Director

Best Office Equipment Services Co., Ltd.
120 Rama IV Road

Bangkok 10500

Ref: Account No. 2010-51

Dear Mr. Suksang:

This is your second reminder that your account balance of $100.00 was due on
September 15, 2010.

It is now forty-five days overdue. Our invoice requests full payment in 30 days.
Please make full payment today.

We look forward to your prompt response.

Yours sincerely,

Roger Joumes
Roger James
Account Manager

Final Collection Letters

The third collection \etter is thé final collection’létter. [t shoutd be sent in 30 days
after the secand“Collection. letter is hotrsuceessful: This time. the tone of the letter
should be even stronger. Anyhow, the tone of‘each lettershould be progressively
stronger with suggestions of more-serious action introduced in each case. The tone
that you would want to-establish,in'each'letter-will often depend upon the type of
relationship that you maintain with-your customers. However, it should be clear that

overdue accounts should not be ignored.

Look at this sample of the final collection letter and answer the questions.



108

Super Creatus Co., Ltd.
2 First Street, Singapore 10

November 15, 2010

Mr. Sompop Suksang

Managing Director

Best Office Equipment Services Co., Ltd.
120 Rama IV Road

Bangkok 10500

Ref: Account No. 2010-51

Dear Mr. Suksang:

This is your final reminder that your account balance of $100.00 was due on September
15, 2010.

It is now more than two months overdue. Our invoice requests full payment in 30 days.
We have not received even partial payment. In fact, we have not received any
communication from you.

If we do not receive payment by November 20, we will have to take appropriate action.
We look forward to your prompt response.

Yours sincerely,
Roger Jaumes

Roger James
Account Manager

Examples of written expressions in collection letters:

Explaining the problem:

This is a reminder that your balance of $200.00is now overdue.

Our records show, that you have-an outstanding balance of $ 250twith our company.
Your account balance of $ 300.00 forinvoice number 2010-21"iscnow two weeks
overdue.

The balance of $150.00 for invoice number 2010-39 was. due on October 10, 2010.
This is the second reminder that you-owe-us $400.

This is our second reminder that batance en your-account in the amount of $250.00
was due on 15 September 2010.

This is our final reminder that balance on your account in the amount of $450.00
was due on 1 September.

This is your final reminder that your account of $280.00 is overdue.

Note: The unpaid balance was due in the past, so now it is overdue.

Explaining more about the first sentence:
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This payment is now two weeks overdue.

The payment was due two weeks ago.

It is more than two weeks overdue.

It was due as of 16 September 2010.

It is now 45 days overdue.

It has been overdue since September.1, 2010.

This is for the order of two units of air conditioners.

As you know, our normal terms require payment within 30 days after the invoice is
sent to you.

According to our records, your current balance overdue is $450.25.

Our invoice requests full payment within 30 days.

More than 60 days have gone by since we sent you our invoice, and you did not
respond to the letter | sent you last month.

Your bill for $200 is seriously. overdue.

Your entire account is now 45 days overdue, and you owe us a total of $473.25.
We do require payment according to the terms of our invoices.

This balance is now four weeks overdue.

Perhaps you overlooked the invoice.

We show an unpaid balance of $200.00 on your-account that is over 90 days old.
This is for the order of mobile phones that we supplied you over three months ago.
We have not received payment from you.

We still have no response regarding your balance.

We have not.received even partial payment.

Your entire account is now seriously overdue.

Asking for payment:

Your payment-for. the overdue balance - would be highly appreciated.

Please make yourfpayment today."A stamped payment envelepe is also enclosed for
your convenience.

Enclosed please find a‘stamped payment-envelope-foryour convenience.

Please send your payment at this timetoring your account current. | am enclosing
a business reply envelope foryou to use.

Please pay this amount today.

Please pay this account promptly.

Please send your check today for the full balance.

Please promptly send your check for the full balance.
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We have enclosed a self-addressed envelope for your convenience.

| hope to hear from you immediately so that the matter can be resolved without
taking a more serious step.

If we do not receive payment in full by November 10, we will submit your account
for collection.

If payment is not received by November 15, 2010, we will have no alternative but to
turn your account over to our lawyer for collection.

If we do not receive payment by December 10, we will have to take appropriate
action.

If we do not receive your payment by next week, we will have to turn your account
over to our collection agency for collection.

Unless we receive payment from you within seven days, or can work out a mutually
agreeable arrangement to discharge this obligation, we will have to report the matter
to the retail credit bureau.

You must send full payment by November 17 or contact me by that date to discuss
your intentions.

Please contact us regarding your balance.

Being positive:

We look forward to your payment today.

| would appreciate your prompt payment.

Thank you for your prompt payment.

| hope to receive your payment-soon.

| look forward to receiving your.payment.

| look forward.to hearing from.you soon.

Thank you foryour prompt attention to this matter.

Note: ...look forward to + Noun or Noun Phrase/V+ing

Exercise

1. This is a reminder that your balance of $200.00..........c 0.

a. is now overdue D is'now due C. wasioverdue d. was due.

2. This is our final reminder thatbalancer. ... LA ... your account in the amount of
$450.00 was due on 1 April.

a. for b. in c. of d.on

3. As you know, our normal terms..........cccceeevene. payment within 30 days after the

invoice is sent to you.

a. ask b. request C. require d. want
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4. Your entire account is now 45 days overdue, and YOU.......cccceevveerinnenee. us a total of
$473.25.

a. lend b. borrow c. credit d. owe

5. We show an unpaid balance............... ....$200.00 on your account that is over 90
days old.

a.on b. of c. for d.in

6. Please send your payment at this ti

a. due b. overdue C. present d. current

e W
GGV (G
" —_

. e,

at the matter.....ooooveeveeee. without

taking a more serious step.

a. can be resolved  b. resolves ¢ is solved d. settles
. . YA —— .
8. If we do not receive payment in full by July 10, we will........cc.ccccceeec. your account

.
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e
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S
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for collection.

a. give b. offe S'ﬁw‘?_}o 45)‘ d. remit
9. Please contact us............ s vt

¥y
a. for arding d. with

10. I would appreciate y«

a. promptly d. promptedly
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Test: English Writing Expressions 2013
Choose the best answer in each item.

1. We would be.......ccccouee. to have you as our guest lecturer at the English forum.

a. an honor b. honoring . honor d. honored
2.1t iS OUlciiiine, to invite you to a reception.

a. pleasure b. pleasing c. please d. pleased
3. 1am pleased.....cccooeuenne. the invitation.

a. in accepting b. in receiving C. to receive d. to accept
Ao i, that | cannot accept the invitation.

a. am pleased b. am glad C. regret d. accept
5. Please ... my sincere thanks for everything.

a. obtain b. receive c.accept d. extend
6. We..iiiiin, your kind cooperation and assistance.

a. highly appreciate b. are much appreciated

c. are very much appreciated d. highly appreciated
7. We.. for the inconvenience.

a. regret b. express sorrow C. are sorry d. feel sad
8. Please.....ccco...... my apologies for the mistake.

a. accept b. receive c. obtain d. get
9. Let me congratulate you........lo.... yourbeing chosen as an RMUTR ambassador.

a. on b.in C. with d. for
10. Congratulations on. ...l b to-Sales Manager.

a. your promoting b. promaoting you

C. your promotion d-promaotion of you
T L any.assistance, please let:me know.

a. can be of b. can be with c. will be in d. will be with
12, L to hearof the death of your grandfather.

a. am sad p-am saddened c. was sad d. was saddened
13. 1 was most sorry to hear........4.5% your;sister died yesterday:

a. that b. of c. for d. by
18 |, you sorrow for the passing of your beloved mother.

a. share for b. share with c. extend to d. offer for
15l about your digital mobile phone Model NS advertised in the Nation
yesterday.

a. write inquiring b. am writing inquiring
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C. write to inquire d. am writing to inquire
16. We would......ccccooveiveuanee if you could send us some samples of your products.
a. appreciate it b. be appreciated c. feel of appreciation d. have

appreciation

17, i, is the information you requested.
a. Enclosed b. Enclose c. Enclosure d. Enclosing
18. We found that your products........cccc...... our requirements.
a. respond to b. answer C. meet d. reply to
19. We are pleased.......cccccvveune. an order for 20 units of your CCTV.
a. placing b. for placing C. in placement d. to place
20. We hope that you can supply the order........c.cccc.... stock and look forward to receiving it.
a.in b. from c.of d. out of
21. We must insist ON...cooeeevnii, for the damaged products immediately.
a. replacing b. replacements C. correction d. delivery
22. Please give Me.....cccvveunnee. or a refund for the damaged product.
a. shipment b. payment C. cost d. compensation
23. Could you please......coeetiveia. the replacements?
a. set b. arrange c. arrange for d. hold on
24. We shall do.......c.ccivivinei we can to ensure that similar mistakes will not happen again.
a. things b. something c. everything d. anything
25. | regret to inform you that from our investigation we found that the guarantee period
NAs...coee,
a. died b. out of date c.no effects d. expired
26. | am writing 10 apply...... . the job you advertised in the Bangkok Post yesterday.
a. of b.in oy, d. for
27. | graduated.............=oq. .. Business Administration in Marketing from Rajamangala University

of Technology Rattanakosin;, Bophit Phimuk Chakkrawat Campus.

a.in b..of c. for d. with
28. | will graduate this year. ... fa a.Bachelor of Business Administration.

a. for b. with c.in d. of
29. This is a reminder that your balance of $200.00.............cccccccovevnnac.

a. is now overdue b. is now due c. was overdue d. was due.
30. | would appreciate your.......cccccveeunene. payment.

a. promptly b. prompt c. prompted d. promptedly
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